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What is an Exceptional    
Client Experience?
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- Joseph Pine

It is a fundamental dimension 
of how a company competes.
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Elevation of Experience Expectations
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Watch Why Experience Matters
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Myth—Travel Agents are Irrelevant

Source: Bureau of Labor Statistics and Statista.com
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Firms Focusing on Client Experience… 

Source: BEYOND THE CLIENT PORTAL: Redefining the Client Experience. Orion, 2019

• Grow 5x faster than those 
that don’t

• Command 16% price premium 
on products & services



Whether created consciously 
or not, every company has a 

client experience.
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How Firms Rate Their Client Experience
The Best Firms are Toughest on Themselves

Source: www.herbersandcompany.com/service-market-growth-study
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Every Expression Defines Experience

Your Client 
Experience
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Elements 
of Value

Source: Bain & Company Inc., “The Elements of Value,” September 201
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FULFILLMENT

PEACE OF MIND

ACHIEVING GOALS

MANAGING THE MONEY

The Value Pyramid

Source: Fidelity, “State of the Wealth Management Industry 2017: 
The New Value Driver,” May 2017
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Time & Value
“How would you ideally like to allocate your time with a typical client?”

Source: 2017 Fidelity Value of Advice Day Pre-Work Survey completed online by attendees in advance

7%
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31%

44%

18%

26%
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FULFILLMENT

PEACE OF MIND

ACHIEVING 
GOALS

MANAGING 
THE MONEY

25% 44%
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Your Digital/Online Experience
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Facebook

Source: Advisor Value Propositions: How Advisors Showcase Their Value to Investors—and What Investors Secretly Think, BNY Mellon Pershing, 2018

1/3 of  Investors looked at Advisor’s personal Facebook page

50% decided not to work with the Advisor as a result

But it gets worse…
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66% decided not to work with the Advisor as a result

Facebook

Source: Advisor Value Propositions: How Advisors Showcase Their Value to Investors—and What Investors Secretly Think, BNY Mellon Pershing, 2018

2/3 of  Investors under 40 looked at Advisor’s personal Facebook page
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The Referral Gap

Source: Dimensional Fund Advisor 2017 Investor Survey

HYPOTHETICAL PRACTICE OF 100 CLIENTS

“Over the past 12 months, how many people have you referred to your Advisor?”

47
referrals referrals referrals referrals referralsreferrals

23 19 6 2 2

0

9797 People Who Needed Help
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Your Office Experience
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Dennis Moseley-Williams, founder of DMW Strategic Consulting, 

What would you have to do to charge 
people admission to get in?”
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How the HNW Like to Communicate

Source: PwC HNW Investor Survey 2022
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Location, Location, Location
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A Welcome Reception?
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Reception Area
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Meeting Room
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Your Office
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Your Service Experience
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Communications Strategy 

12
touch points

4
conversations

1
event 

invitation

1
meeting
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Communication & Service are Key

Source: Kitces.com, “Scaling Advice: From Financial Advisor to Financial Advicer” 2023

Sample Communication/Service Calendar
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Onboarding & Review Meeting Process
Use Automation to Provide Consistent, Enhanced Client Experience
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Onboarding & Review Meeting Process
Use Automation to Provide Consistent, Enhanced Prospect Experience
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The dominant 
determinant
of real-life, long-term 
investment outcomes 
is not investment 
performance, 
it's investor behavior.

Nick Murray
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Better Manage Investor Behavior
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Benefits of Behavioral Approach

Source: Cerulli Associates, in partnership with the Investments & Wealth Institute (formerly IMCA). 2019
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Your Critical Role as Advisor

Source:  “Quantitative Analysis of Investor Behavior, 2023” DALBAR, Inc. www.dalbar.com

Past performance does not guarantee future results. For additional information regarding Symmetry Partners, the Dalbar study and the S&P 500 index, see the disclosure information at the end 
of presentation labeled Critical Role of the Advisor Disclosure

•  Ongoing Education
•  Client Meetings
•  Portfolio Selection
•  Financial Planning



For Advisor Use Only. Not for Public Distribution.

Some Biases More Common than Others
Most Significant Behavioral Biases Affecting Client Investment Decisions

Source: Cerulli Associates, in partnership with the Investments & Wealth Institute (formerly IMCA). 2019
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Proactive Contact is Very Important

Source: How Can Advisors Better Communicate With Clients?, Y-Charts, 2019

It’s important for my Financial Advisor anticipate questions I might have & reach 
out proactively…
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But Advisor Contact is Low

Source: How Can Advisors Better Communicate With Clients?, Y-Charts, 2019

My Advisor contacts me…
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Advisor Contact During Corona Crash

Source: Spectrem Group, “Corona Crash: What Advisors Should Be Saying To Investors Now,” March -May 2020.

Each month @      
40% of Advisors 
did not proactively 
contact clients
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During Downturns

Wealth never disappears; it just shifts. I’m telling my clients to be 
very defensive. That includes reducing their stock exposure 
considerably, as well as shifting the equities they’re invested in to 
consumer staples and utilities. In a downturn, people may not go 
on vacation, but they’re certainly going to pay their light bill. Also 
upping clients’ allocation to cash and gold--gold does well in this 
environment

Ivory Johnson, CFP®, ChFC Delancey Wealth Management, LLC

Are you saying something like this?

https://www.cnbc.com/2022/06/14/what-financial-advisors-are-telling-their-clients-as-markets-tumble.html
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During Downturns

My recommendation to clients is to stay the course. Trust the plan. Our 
financial plans are not contingent on the short-term swings in the 
markets. We plan for volatility and help clients through all phases of 
accumulating, protecting and living on their assets.

Clients in the accumulation phase should just keep buying. Those in 
retirement have enough “safe” or “risk off” assets to get them through the 
next five to 10 years without having to touch their riskier assets, like 
stocks. For anyone who doesn’t have a trusted advisor to help them 
through volatile markets like we are now experiencing, I would say 
they need a plan at the very least.

David E. Barfield, CFP, Datapoint Financial Planning LLC

Or this?

https://www.thinkadvisor.com/2022/06/21/what-advisors-are-telling-clients-about-buying-the-dip-advisors-advice/
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Behavioral Bias Mitigation
Most Effective Techniques

Source: Cerulli Associates, in partnership with the Investments & Wealth Institute (formerly IMCA). 2019
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We will never be allowed to 
charge enough for first-rate 
planning and behavioral 
coaching. 

While anything we charge for 
timing and selection is too much, 
because we can’t consistently 
deliver them.

Nick Murray
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See Your Business Through the 
Lens of Experience



A M E L I A  I S L A N D



Missing: Joshie the Giraffe
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Happy to be Home

Hey Reilly, we just wanted to let you 
know that we found this little guy 
hanging around the pool…And thought 
you might recognize him!
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10. Delivering a Better Client Experience

Clearly Articulate Your Value
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Source:  Putting the Service-Profit Chain to Work by James L. Heskett, Thomas O. Jones, Gary W. Loveman, W. Earl Sasser, Jr., and Leonard A. Schlesinger: HARVARD BUSINESS REVIEW March-April 
1994 (pp 164-174)
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“Scrappy,” the Symmetry bull is a symbol of our firm’s belief in the long-term power of markets.

Thank You
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Title

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Cras ac tincidunt metus, quis aliquam turpis. Morbi bibendum ornare quam, et ullamcorper massa sollicitudin non. Integer eu 
ante turpis. Phasellus at posuere erat. Pellentesque id volutpat dui, eu maximus arcu. Vivamus eu elementum purus, id eleifend ipsum. Vivamus imperdiet vel dui in scelerisque. 
Curabitur non urna lobortis, venenatis libero a, consequat eros. Class aptent taciti sociosqu ad litora torquent per conubia nostra, per inceptos himenaeos. Ut blandit fringilla tincidunt. 
Ut ullamcorper tristique tellus, vel ullamcorper mauris laoreet egestas. Donec vel risus vel erat porta rhoncus.

Etiam vestibulum orci nec eros posuere, eu tristique tellus ultrices. Cras vitae accumsan sem, at vulputate dui. Nunc ut nisl vel quam maximus faucibus eu id tortor. Interdum et 
malesuada fames ac ante ipsum primis in faucibus. Nam posuere tortor lectus. Proin sit amet nibh mattis, consequat diam et, faucibus elit. Morbi venenatis sapien ipsum, at aliquet dui 
fermentum id. Morbi vestibulum ac est nec finibus. Sed laoreet enim id quam vulputate interdum. In hac habitasse platea dictumst. Nunc blandit accumsan fermentum. Morbi ac 
congue augue. Duis faucibus nisl ac odio tempor finibus.

Fusce bibendum nibh vehicula libero consequat, nec molestie massa commodo. Cras imperdiet orci tortor, vel iaculis massa accumsan a. Nam sollicitudin feugiat pharetra. Sed 
condimentum lectus nec dui blandit placerat. Mauris blandit pretium turpis in elementum. Nulla nec sem placerat, feugiat sem eget, dignissim risus. Cras hendrerit sollicitudin 
congue.


