/Optimise your service A
model

It’s a balancing act




"My favourite things in
life don't cost any
money.

It's really clear that
the most precious
resource we all have
s time.”

STEVE JOBS
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/EXERCISE: Calculate your time

Your annual gross revenue divided by working hours.

—_|i"|.—||
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o

Annual Gross Revenue

2.000 hours * \"

=S____/hour
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Delivering your client experience
Building scale and efficiencies in your execution
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Building your client experience
Build a strong foundation for your service packages

Rare Advocacy Valuable Experience
Price for your top 20%-30% clients
Make it highly valued, high touch and differentiated

Consistent Organised Repeatable Experience
Price for your other 70-80% of your clients
Efficiency is the key to success

Russell
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Building template Client Engagement Roadmaps

Your Future Financials Pty Ltd
April - June, 2020 July - September, 2020
Scheduled Activities Fcheduled Activities
Funded partholio repork Check-in report
Mlarket update webinar * Plarket update webinar
Mewsletter Mewsletter
Lifestyle Event Inwestment update event
Education - Diversification Education - Portholios
Janwary - March, 2020 Wills and Trust Planning Social Event

Scheduled Activities

Introduction meeting

Data collection and analysis

Data collection and analysis
fodelling and Recommendations
Statement of Advice

Authaority to procesd

Quarterly Roadmap

for

Jay Johns

Dctober — December, 2021

Scheduled Actirities

Personalized Portbalio review and report
Parket update webinar

Dctober — December, 2020

Scheduled Activities

Personalised Portfolio review and report
Social Event

Aged care plan

Flevrzletter

Education - Shares

Janmary - Ma

Fcheduled Ack

Annual Fewview meeting
Maodelling and Recommendations

Mewsletter Aged care plan
Social Event Staterment of Advice
Authority to procesd
July - September, 2021 April - June, 2021
Scheduled Activities Fcheduled Activities
Check-in repark Funded portfolio report
Inuestment update event Plarket update webinar
Mewsletter Mewsletter
Mlarket update webinar # Lifestyle Event
Education - Inwestment tai Education- Bonds
Russell
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“The Big Secret”....

Deliver on what you promised to deliver

Express

Al Electiic 1.800.GoFedEx

4

@Smaﬂ fedex.com /\
FedEx Zero Emission )

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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/Designing your optimal client experience

It's a balancing act

(»

Demonstrating
value to clients

Ensuring it ‘s
deliverable
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Understanding capacity ] invesiments
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Delivering on the promise

Client Service
Your Future Financials Pty Ltd Cap aC I ty

Septembe

Scheduled Ac

Funded pertiolio report Checkin report
Market update webinar * Market update webinar
Mlewsletter Mewsletter
Lifestyle Event Investment update event
Education - Diversifieation Education - Fortfalios
Wills and Trust Planning Soolal Event October - December. 2020
.
Intoduction mesting Personalised Fortolio review and rspart
Service model
Data collection and snalysis Aged care plan
WModelling and Reeommendations Hewslener

Statement of Advice Education - Shares al I O C at I O n

Puthority to procesd Quarterly Roadmap

for
Jay Johns

Scheduled Activities

Personalised Portfolio review and report Annual Fieview mesting
Market update webinar Modelling and Fiecommendations
lewsletter Aged care plan

Sosial Event Statement of Advice

Authority to praceed

July - September, 2021

Calculate

Check-in report Funded portolia report
Investment update event Iarket update webinar

Hewsletter Hewsletter

Market update webinar « Lifestyle Event _
Education - Investment ta Education- Bonds

Prioritise &

Optimise
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Understanding the capacity of your team
Sample exercise

Team breakdown by role and job function

Business Investment
Headcount Client Service Development Research Total

Lead Adviser 1 7% 2% 2% 20% 100%
Adviser 1 40% 20% 0% 10% 100%
Client Service 1 60% 0% 0% 40% 100%
Admin / Support 1 20% 0% 20% 30% 100%
Total 4 5% G 14% 25% 100%:

Firm Information
Topline Growth Advisors Pty Ltd

T-12 Revenue: 700,000
Number of Households: 150
Hours per team member in a yvear 2,000
Total team hours available 8,000
Hours available for client service | 4,400 |
alue of one firm hour $350
“Value of one hour spent working: 366
Value of one client service hour: | §159 |

Russell
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Service Model Allocation
Hours committed by your service model each year

Tiered Client Service Model:

Platinum Gold
Total Hrs
p.a.
Communications
Frequency Hrs Total Hours Frequency Hrs Total Hours Frequency Hrs Total Hours Total p.a.
Outbound Courtesy Call 4 0.5 2 2 0.5 1 1 0.5 0.5 132.5
Personal Correspondence (ex. bday card, life event) 2 0.5 1 1 0.5 0.5 87.5
Digital Commentary Package (economy, markets) 4 0.5 2z 1 0.1 2 0.2 71
Digital Portfolio Performance Reports 4 0.5 Z 4 5 2 2z 5 1 215
Custom Performance Reporis 2 1 2 1 1 1 0 1 50
Client paperwork (signing docs, followups schedule 2 1 2 1 0.5 0.5 1 0.5 0.5 112.5
Budgeted time for trading, distributions, client paperw 2 1 2 1 1 1 1 1 1 175
Newsletter 4 0.1 0.4 4 0.1 0.4 50
Platinum Client Comms 13 Gold Client Comms 6.5 Silver Client Comms 4.1 933.5
CLIENT REVIEW
Frequency Hrs Total Hours Frequency Hrs Total Hours Frequency Hrs Total Hours Total p.a.
Prep for client review meeting 2 2 4 1 2 e 1 2 2 350
Client review meeting 2 2 4 1 2 e 1 1.5 1.5 307.5
Internal follow-up and documentation (Fin. plan, client 2 4 il 1 3 3 1 3 3 575
Data Entry 2 1 2 2 1 pd 1 1 1 215
SOA Preperation 1 3 [i] 1 3 ] 1 3 8 1200
Portfolio monitoring and reporting 2 2 4 2 2 4 1 0.25 0.25 281.25
Portfolio changes and implementation 2 1 2 1 1 1 1 1 1 175
Compliance processes complete (ROA) 2 2 4 1 2 2 1 2 2 350
Platinum Client Reviews 36 Gold Client Reviews 24 Silver Client Reviews 18.75 3453.75
EVENTS
Frequency Hrs Total Hours Frequency Hrs Total Hours Frequency Hrs Total Hours Total p.a.
1:1 Social Events (Golf, Concert, Ballgame} 1 4 4 0 1 0 1 100
1:Many* Client Appreciation Events (Dinner, Party) 1 1 1 1 0.5 0.5 1 0.5 05 875
1:Many* Continuing Education Events (digital) 1 2 2 2 0.5 1 2 0.5 1 175
1:Many* Continuing Education Events (in person) 4 0.25 1 2 0.25 05 825
Platinum Client Events T Gold Client Events 25 Silver Client Events 2 445
Total Hours per Platinum Client 56 Total Hours per Gold Client 33 Total Hours per Silver Client 24,85 4832.25
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Understanding your client service capacity
Are you set up for success or failure?

Time Capacity Analyser Tool

Capacity for client service:

4,400

Hours available
from team per
year

4,71 7 by service model

per year

=317 Deficit

Service Model Balance by Client Tier
(Houwrs Committed - Hours Eamed)

56 Hrs

Commitbed

Gold Clients I a
33 Hr= %
Ca T % |
i E
4.9 Hrs
Cammitied
A0 -5 0 5 10
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Client Service Capacity ] invesiments
Drivers
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/Enablers | Capacity Drivers

(
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Client Centric Teams - Finding the “Why”?

Your client’s mission is your
team’s mission

Image source: The New York Times

Some ideas:

> Every team member is a client
facing team member

> Bring clients as Special Guests
to your team meetings

> Standing agenda item in team
meetings, celebrating client wins
and milestones

> Every team member is a
champion of a client experience

> Schedule an event — client
experience hackathon

Russell
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/Culture of continuous improvement

Building a mindset of small changes everyday

KAI ZEN

Change for Good

Image source: Japan-Product.com

I'_J Russell
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The power of process

Image Source: Guardian

Russell
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Principles of Process design

Making it work for you and your team

1 2.

|dentify the Decide

process type

Do and then confirm
As you go steps

key
processes

Source: Checklist Manifesto, Atul Gawande

3.

5-9 steps

(most important)

4. S.

Simple User

testing &

language
ey feedback
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Accountability and Transparency
Roles, Responsibilities and Reporting

The RACI Model- Routinely communicate in advance of action.
As you consider each activity on the team, the team will need to determine who should fulfill the following roles:

Responsible: who on the team will have ultimate ownership and responsibility for making sure the task is executed?

A Approve: Does anyone on the team have to approve the task before it gets executed? If so, who will the Approver be?

Consulted: Does anyone on the team need to be consulted for the task, even though their approval is not necessary?

Informed: Does anyone on the team simply need to be informed of what is happening?

THE WORK: DEFINE THE ACTIVITES R A C |
Client Service & Engagement

Core Service

Incoming call Management-top client Mary John|Kara
Incoming call Management-all other clients Mary

Receiving Visitors Mary John|Kara
New Client Onboarding Kara John Mary

New Client Discovery John Kara Mary
CRM management Mary

Problem resolution and tracking Mary John Kara |John |Kara
Creating the Financial Plan Kara John John Mary

Russell
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When to use Technology?
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Using technology to optimise your process
The Advice Tech Landscape
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Source: Netwealth 2020 AdviceTech Report
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Building your tech stack

Making tech CORE to your service model

Replace

Technology Currently use (%)
8Y Customer Relationship Management (CRM) System 88.8%
2 Cloud-Hosted Email or Internal Communication Service 76.0%
Q.! Investment Research Technology for Investment Selection 747%
& Cloud-Hosted Document/File Storage and Sharing Technology 74.3%
o Website/Blog Management Tool 694%
@ Emails, Newsletters and Marketing Automation Technology 64.1%
"% Commissions Management Software 60.5%
B Project, Activity and Task Management Tool 59.2%
S Accounting Software 51.3%
BT Virtual Online Meeting Tool 457%
XX Managed Accounts (SMA) 38.2%
Cd Client Presentation Software 36.5%

Source: Netwealth 2020 Advice Tech Report

Russell
#) Investments

FINANCIAL PROFESSIONAL USE ONLY/ 23



Key Partners can create efficiencies

Partner with an investment manager to complement your firm’s
investment philosophy

Less time on Of firms that
portfolio outsourced Realised
mgmt. for increased Increase in
best-managed their client revenue’
firms* base”

Fully outsource smaller account solution Managed Account Solutions

>

I &

*Source: Schwab Best Managed Firms: It's about time; Time management and organizational effectiveness. 2007.
ASource: The Race to Scalability 2018: Advisor Research on Investment Management Trends. FlexShares Exchange Traded Funds, 2018.

Russell
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Strategic shift client centricity
Managed Accounts enable capacity to be more client centric

Is building deep client relationships a priority
over maximising investment returns?

NO YES

For Advisers that are using
managed accounts:

YES NO > 44% are seeing higher client
engagement
2001 2012 > 40% believe their practice is
Before Global Financial Crisis After Global Financial Crisis more profitab|e

> Time saved on average was
12.7 hours / week

Source: Investment Trends, IFA,
CEG Worldwide, 2001 and 2012 survey of financial advisers

Russell
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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 Portfolio Manager Webinars
> 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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Creating Capacity ] invesiments

| 27



/Key Service Elements Evaluation

Exercise to Prioritise and Optimise

Step 1. Write down your key
processes

Step 2. Identify a champion

Step 3 — why do you have do
these processes? Are they:

Necessary
Client Value — -

Business Value

Russell
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/Key Process Evaluation

Evaluate Impact and Effort of key process

Step 4. Map your processes
Step 5. Agree on key actions

a

Impact Prioritise

Review

—

—

Optimise

Avoid?

Effort

E
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“The key is in not
spending time,
but investing it”

STEPHEN COVEY
7/ HABITS OF HIGHLY EFFECTIVE PEOPLE

Image Source: Fearless Motivation

Russell
4] Investments FINANCIAL PROFESSIONAL USE ONLY / 30




How can we help you make it happen?

Post event website will be emailed to you
> Fill in form to request CPD points to be emailed to you

> Read other articles and resources

Interest in our Time Capacity Analyser Tool (TCAT)?
> Request the TCAT Data Input spreadsheet from the website. Complete with key inputs:

> Request a Business Consulting session to calculate your Time Capacity and discuss
your results.

Want to find out other ways to create capacity in your business and spend more
time with clients?

> Ask our team to find out more about the benefits of partnering with Russell Investments

Russell
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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

Russell
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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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