OPTIMISING YOUR
CLIENT EXPERIENCE bl imcsimens




The trust economy

Source: https://www.geekwire.com/2017/iphone-x-launch-apple-turns-away-walk-buyers-seattle-tells-customers-order-online/
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Designing your client experience

Putting on a good show

@ Discovery
O

Q Financial Planning and
Reviews

—0—0 i
B o cheduli On-gomg _
ooE0| Scheduling |'_T_| communication

What the customer experiences

FRONT STAGE

BACK STAGE

How the organisation delivers the
experience

@ @ Client-centric
Engagement

Run my business
() like a CEO

Scaled
A~ investment

J]_ solutions

Team-based
Approach
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/Optimising your client experience

Understanding the benefits

Client Satisfaction

)

Team efficiency ]

[ Growth from referrals ] [ Improved compliance ]
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The way It was
Segmentation based on asset based fees

HIGH

A Clients

B Clients

CLIENT REVENUE

C Clients

D Clients

LOW

Low Team Capacity HIGH
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How it is evolving
Client oriented segmentation

Service Package A

Fee level 1
Fee level 2 Service Package B
Fee level 3 Service Package C

Russell
#) Investments

FOR FINANCIAL PROFESSIONAL USE ONLY

/| 6



/What are clients expecting

What do you think is the best way for a financial adviser to charge for the
services you provide?

A fee, quoted upfront, that depends on
the scope of the advice you need

A set (scheduled) fee for each
service component you need

An hourly rate

A percentage of how much money you invest

A flat (dollar) fee, irrespective
of the service you need

| have an on-going Other
financial adviser

| seek financial Don’t know
advice periodically

Source: Core Data, Professional Planner, 2020
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/What ASIC is expecting

Intersection of client experience and compliance obligations

Nov 2019 — ASIC did a review of FDS for ongoing arrangements

807 did not include accurate information about the
° services clients were entitled to receive

737 did not include all the required information about the
O services clients received
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Building your client experience
Build a strong foundation for your service packages

Start with 2 tiers:

Rare Advocacy Valuable Experience

R AVE Price to be appropriate for your top 20%-30% clients
Make it highly valued, high touch and differentiated

Consistent Organised Repeatable Experience
CO R E Price to be appropriate 70-80% of your clients

Efficiency is the key to success

Russell
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/Leverage your foundation

Develop a mid-price offering / Target client growth

RAVE
RAVE

CO R E+ Mid price offering

- Target to grow to RAVE
Entry level pricing
CORE
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Leverage your foundation
Develop a community / mass client base to prospect from

RAVE

CORE

Community

May not be personal advice clients
Education focus

Build brand, build engagement and
prospect for future advice
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“The Big Secret”....

Deliver on what you promised to deliver

Express

@Smaﬂ fedex.com /\
FedEx Zero Emission )

Al Electiic 1.800.GoFedEx

Source: FedEx Express® is a registered trademark of FedEx Corporate Services, Incorporated, its parent and its parent’s subsidiary companies.
The FexEx trademark is used in this presentation for illustrative purposes only.
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The CORE client experience

Scalable, one-to-many, scalable investment and marketing solutions

Consistent  Organised Repeatable  Experience

= Consistent Organised Repeatable Experience

=1 to Many Service Model

=Scalable investment solutions

Russell
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/Reactive Service Model

OOOOOOOOOOOOOOOOOOOOOOOOOOOOOOO



/Proactive CORE Service Model

@O

ADVISER




Client Service Model
Designing your list of services

Q+
+0+
Client Tier / Service Model C.O.R.E.

SCOPE

Financial Plan » Simple financial planning needs

REACTIVE * 24 hours email/ phone call response
"Standard of Care" * End of week in person response

» Proactive — Firm driven, standardised
* Quarterly communications
» Semi-annual portfolio reporting

PROACTIVE
Correspondence (email, mail)

» Client review / Statement of Advice
+ 1 digital meeting
» 2 checkins

PROACTIVE
Client reviews (in person, digital)

PROACTIVE * 1: Many Educational
Client Events + 1: Many Social
INVESTMENT

Scaled Solutions * Scaled Investment Solution

* Welcome pack

WOW moments « Birthday call

Russell
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Building a Client Service Model

Designing your list of services

Define your list of C.O.R.E Services

SCOPE
Financial Plan

REACTIVE
"Standard of Care"

PROACTIVE
Correspondence (email, mail)

PROACTIVE
Client reviews (in person, digital)

PROACTIVE
Client Events

INVESTMENT
Scaled Solutions

WOW moments

« Simple financial planning needs

+ 24 hours email/ phone call response
+ End of week in person response

* Proactive — Firm driven, standardised
* Quarterly communications
= Semi-annual portfolio reporting

» Client review / Statement of Advice
= 1 digital meeting
+ 2 check ins

* 1: Many Educational
* 1: Many Social

« Scaled Investment Solution

* Welcome pack
= Birthday call

Communication
of your service
packages

v

000 Client
‘m|m Engagement

O Roadmap

Team processes,
delivery and
checklists
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Client Engagement Roadmap

Consistent approach for C.O.R.E clients

Your Future Financials Pty Ltd

April - June, 2020

Funded portfolio report
Parket update webinar
Mewsletter

Lifestyle Event

Education - Diversification

Jamwary - March, 2020

Wills and Trust Flanning
Scheduled Activities

Fcheduled Actirvities

Intraduction meeting

Diata collection and analysis

Data collection and analysis
Modelling and Recommendations
Staterment of Advice

Autharity to procesd

July - September, 2020
Scheduled Actirities

Check-inrepart
Parket update webinar
Mewsletter
Inwestment update event
Education - Portfolios
Social Event

DOctober — December, 2020

Scheduled Activities

Quarterly Roadmap

for
Jay Johns

Dctober — December, 2021

Fcheduled Actirities

Fersonalised Fartfalio review and report
Plarket update webinar

Mewsletter

Social Event

Check-inreport
Inwestment update euent
Mewsletter

Farket update webinar
Education - Inwvestment tai

July - September, 2021

Fcheduled Actirvities

April - June, 2021
Scheduled Actirities

Funded partfalio repart
Parket update webinar
Mewsletter

Lifestyle Event
Education- Bonds

Fersonalised Portfolio review and report
Social Event

Aged care plan

Mewsletter

Education - Shares

Jamwary - March, 2021

Scheduled Actirities

Annual Feview meeting
Modelling and Recommendations
Aged care plan

Staterment of Advice

Authority to procesd
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/Working smarter not harder

Client review system:

Russell Investments service schedule

Market Insights

>

>

Global Market Outlook

Market Week in Review

Quarterly Portfolio materials

>

>

>

>

Multi-Asset Q&A
Multi-Asser Quarterly Fund Overview
Managed Portfolio Quarterly Overview

Managed Portfolio Investor Updates

Client Education and communication

>

>

Quarterly insights
Volatility toolkit

Cycle of market emotions
Value of Diversification

Risk vs Return

Russell
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RAVE Service Model
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The RAVE client experience

Custom wealth management, elevated and tailored

Rare Advocacy Value Experience

= Custom wealth management
= Elevated service experiences “ W

= Scale investment solutions with tailoring

Russell
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/Building experience through understanding

Image source: Dotmed.com
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Client Service Model

@)
‘i&?’

Client Tier / Service Model R.A.V.E

» Complex financial planning needs

SCOPE » Agreed services included / Additional services are charged at
Financial Plan additional cost

REACTIVE * 4 hours email/ phone call response

"Standard of Care" * 24 hours in person response

» Proactive — Customised, personalised

PROACTIVE - Quarterly

Correspondence (email, mail)

+ Family WM, deep discovery + planning,
PROACTIVE * 2in person meetings
Client reviews (in person, digital) * Monthly check-ins

PROACTIVE » 1:1 Social
Client Events * 1:Few Social
INVESTMENT « Scaled Investment solutions with potential customisations / areas of
Scaled Solutions focus
* Pre-review meeting pack
WOW moments * Milestone dinners

» Birthday flowers / wine

Russell
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Expert advice and experience
broaden scope of financial services

Quantitative Qualitative
Portfolio Succession Planning
customisations _ _
Lifestyle & Leisure
Complex Financial
Planning Health &
Well
Tax & Estate Planning eliness
Cash Management O Family Relationship
Management
Trust Services _ o
Wealth Education Q Community & Giving
Specialised Career & Work
services support
FAMILY WEALTH MANAGER
th ﬁ}\l/gﬁlents FOR FINANCIAL PROFESSIONAL USE ONLY | 26



Building the “WHY” of your Roadmap

Not just a list of services

Our process will
declutter your
life and reduce

your mental load

Setting goals & Our investment
milestones updates will help
helps us to demystify

measure your investing, so you
progress feel confident

The roadma Our program .
P Use our check-ins

as an opportunity
to outsource your
financial admin

helps us keep will help you
you on track know what you
and stick to need to know &

the plan when

Russell
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Make it WOW

Moments that matter

Source: Maximus International (https://www.maximus.com.au/moments-that-matter/) https://www.youtube.com/watch?v=6mSo_jla¥Ymw
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Building a Client Roadmap template

Designing your client experience

Define your list of Services

Simple financial planning needs

Cli

SCOPE
Financial Plan

REACTIVE
"Standard of Care"

24 hours email/ phone call response
End of week in person response

PROACTIVE Proactive — Firm driven, standardised

Correspondence (email, mail)

* Semi-annual portfolio reporting

PROACTIVE « Client review / Statement of Advice
Client reviews (in person, digital) : ; g:qg;t:kl :':seeting

Map your template client experiences

Your Future Financials Pty Ltd

Quarterly communications >

April - June_ 2020 July - September, 2020
Scheduled Actirities Scheduled Actiritics
Funded partiolio report Cheskin report
IMarket update webinar * Market update webinar
Mewsleter Mewsleter
Lifestl Event Inestment update suent
Education - Diversifivation Edusatinn - Paticlins
Jammary - March, 2020 wills and Trust F'Ianrving Social Event Dctober - December, 2020
Scheduled Activities
Inrodustion mesting Personalized Paniolia teview and repar:
Data eollection and analysi Socisl Evert
Data eollection and analysis Aged sare plan
Wadelling and Fiesommendatinns Wewsletter
Srarement of Advice Education - Shares

Authority to procesd

Quarterly Roadmap

for ‘

PROACTIVE o 1 Many Educational October - December, 2021 ‘Jay JOhns Janwary - March, 2021
Client Events B 1 Many Sodal Fcheduled Activities Fcheduled Activities
Personalised Portfolio review and report Annual Fieview meeting
INVESTMENT . Scaled | st { Soluti Market update webinar Madelling and Fiecommendations
i caled Investment =olution Hewsletter Aged care plan
caled Solutions bl o
Social Event Statement of Advice
WOW moments + Welcome pack Autharity to proceed
 Birthday call July - September, 2031
Fcheduled Activities
Check-inreport Funded portfolia report
Investment update svent Market update webinar
Mewsletter Mewsleter
IMarket update webinar « Lifestyle Event _
Education - Investment taz Education- Bonds
Russell
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Delivering on a Client Engagement Roadmap

Leveraging your service model for client and compliance benefits

Use templates to build
client specific Roadmaps

Your Future Financials Pty Ltd

Build team
process and

July - September, 2020

Scheduled Activities

+ Funded portfolio report Check-in report

< Market update webinar Market update webinar
Mewsletter Mewsletter

# Lifestyle Event Investment update event

Education - Diversification Education - Portfolios

wills and Trust Flanning Sapial Event

< Introduction mesting

# Data collection and analysis

+ Data collection and znalysis

# Modelling and Recommendations
# Statement of Aduice

< Buthorityto pracesd

Quarterly Roadmap
for
Jay Johns

Persanalizsd Portiolio review and report
Warket update webinar
Mewsletter

Sacial Event

July - Seprember, 2021

April - Juse, 2021

Scheduled Actirities
Chesk-in report Funded portfolio report
Inwestment update event Market update webinar
Neusletter Neusletter

Market update webinar Lifestyle Event
Education - Investment tax Education- Bonds

Scheduled Activities

checklists

Persanalizsd Portfolio review and report
Sowial Event

Aged care plan

Mewsletter

Education - Shares

Jannary
Scheduled Actiri

Annual Feview meeting
Madelling 3nd Recommendations
Aged care plan

Statement of Advice

Authority to proceed

Track services

delivered and mark
complete in your
Roadmap

Deliver
experience to
client

Russell
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Designing your client experience
Strong foundation

What When

What the customer experiences

FRONT STAGE

BACK STAGE

How the organisation delivers the
experience
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Experience the Magic

7l

' i.‘r : -

Source: Disneyland.com
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/We are hereto help

Meet the Russell Investments team

Tanya Hoshek Terry Tyrrell Ross Nayler Ryan Harbin
=
e § —) Y -
- ‘*\. L %,
Head of Distribution, Adviser & Regional Manager — NSW/ACT Regional Manager — WA/SA/NT Regional Manager - QLD
Intermediary Solutions Mobile: +61 419 264 276 Mobile: +61 481 001 496 Mobile: +61 403 991 976
Regional Manager — VIC/TAS Email: ttyrrell@russellinvestments.com Email: rnayler@russellinvestments.com Email: rharbin@russellinvestments.com

Mobile: +61 434 402 865
Email: thoshek@russellinvestments.com

Neil Rogan Leo Feldman Bronwyn Yates

\ /]

Head of Wholesale Distribution Head of Key Account Management Director, Head of Business Solutions
Mobile: +61 401 716 113 Mobile: +61 421 556 687 Mobile: +61 423 020 540
Email: nrogan@russellinvestments.com Email: Lfeldman@russellinvestments.com Email: byates@russellinvestments.com
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Thank you.

Any questions?
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Important information

Issued by Russell Investment Management Ltd ABN 53 068 338 974, AFS License 247185
(RIM). This document provides general information only and has not been prepared having
regard to your objectives, financial situation or needs. Before making an investment decision,
you need to consider whether this information is appropriate to your objectives, financial
situation or needs. This information has been compiled from sources considered to be reliable,
but is not guaranteed. This document is not intended to be a complete statement or summary.
Implementation services are offered by Russell Investments Implementation Services, LLC., a
SEC registered investment adviser and broker-dealer member FINRA / SIPC. Nothing in this
publication is intended to constitute legal, tax, securities or investment advice, nor an opinion
regarding the appropriateness of any investment, nor a solicitation of any type. This
information is made available on an "as is" basis.

Copyright © 2020 Russell Investments. All rights reserved. This material is proprietary and
may not be reproduced, transferred, or distributed in any form without prior written permission
from Russell Investments.
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