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In 2018 we asked a representative group of our clients to participate in a worldwide survey of the 
financial advice industry.

The aim of this survey was to help us better understand:
• How engaged with us our clients are;
• The value we’re providing in shaping your wealth;
• Your satisfaction with our service; and
• How we can do better.

The global response rate was 6874 clients, so the collected report data is an accurate benchmark for 
us to compare ourselves against. And of the 6874 survey respondents, 52 of these were our clients 
which already demonstrates the positive relationships we’ve built with you. 

We sincerely appreciate the time and effort it took for each of you to answer these questions, as it 
allows us to pinpoint exactly where, and how, we can do better in the service we provide.

In this report we’ll break these survey results down for you, outline the most significant findings, and 
discuss what this means for how we work with you.

An important note.

As a financial planner taking this survey, the indication is that we’re looking to improve how we do 
business. So asking our clients to complete this survey means we’re taking active steps towards better 
service, which already positions us ahead of the average advice firm. This means that the quality of 
firms represented in this survey is already excellent, and the results within should be read with this
in mind.
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 How likely are you to refer your advisor  
 to a friend or colleague?
What’s a Net Promoter Score? 

An NPS is a globally-recognised scoring method that’s judged on an index ranging from -100 to 100, 
where the number of an organisation’s Detractors are subtracted from their number of Promoters.
An NPS higher than 0 is considered positive, and 50 or higher can be considered excellent. 

As you can see, an NPS of 81 is exceptional, well above the benchmark average of 67—which is already 
a stellar achievement.

This means that our clients are genuinely willing to refer our services to their networks, because you 
trust that they’ll get a good outcome from getting in touch with us, whether we end up working 
together or not. This level of trust means you believe the risk of an unsuccessful introduction to us
is far less than the risk of your family or friends not getting quality advice.

It’s an honour that our clients believe this so strongly, and confirms that our high retention rate isn’t 
due to inertia, but rather high satisfaction levels.
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 What attribute do you consider most   
 important in your advisor relationship?
A large proportion of respondents find value in our ‘niche’ service. 

We operate to serve a select group of families for that exact reason—we specialise in working with 
clients like you, taking on fewer clients, which allows us to build stronger relationships and greater 
specialisation in the problems and concerns of our specific client family. 

A broader range of clients means it’s harder to get extensive experience with one select group.
Working with a specialisation means that over time our experience with your needs deepens, and
our expertise becomes laser-focused, allowing us to deliver long-term value for your financial success. 

We’re not planning on changing this niche specialisation any time soon.
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 How do you primarily measure the    
 value received from your advisor?
What’s a Net Promoter Score? 

58% of our clients feel that the primary value they receive    
from us is security and peace of mind. This is what financial    
advice is all about—peace of mind that your finances are     
being looked after in a sustainable way.

We believe this stems from our attention to detail, and the stewardship processes we have in place. 
That through our academically-tested investment philosophy, and our detailed project work and 
analysis, to our thoroughly-prepared meeting agendas and follow-ups at tax time, we do everything 
we can to ensure we don’t miss a thing.

Because to us, financial advice is more than just about money. It’s about that security, that while you’re 
involved in the process you’ve got a trusted professional in your corner who’ll take the worry out of 
your finances
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 Over the past 12 months, have you 
 referred your advisor to a friend
 or colleague?
This result is interesting. The data tells us that one in two of our clients are referring us to their friends 
and family—however in reality this isn’t translating into them actually making contact. 

We’re truly appreciative that we’re getting so many referrals, but the next step to seeing them actually 
receive advice from us is missing. Simply telling someone to give us a call is unlikely to result in them doing 
so.

The people who you’ve referred most likely want an easy,    
low-impact way to receive the help they need. And the     
best way to do that is through an email introduction. 

So we’ve made it easy to refer your networks. Simply head to the Contact page on our website, click the 
Referral button, and you’ll receive email instructions on what to do next. This way you know that those you 
care about are being looked after in the way that you intended.

Our goal here is that no friend or family member of our client network misses out on receiving financial 
help—even if we don’t end up working with them. 

So we’re always open to a conversation.

Not making that referral can mean the difference between getting a will or not, or taking or missing the 
opportunity of getting direct stocks in a diverse portfolio. We’re always happy to talk with your friends and 
family, discuss their situation and needs, and then direct them to the practitioner who will deliver the most 
value to them.

The spirit of our referral process is to provide the best financial advice we can, and improve their financial 
situation—and if this means connecting new families with someone better suited to their needs, then this
is part of our role.
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 What is the primary reason you have
 not referred your advisor?
63% of respondents simply haven’t had the opportunity to refer. 

While we can’t help with this, we can be clearer on what we do and who we work with.

What we do
As you know, we partner with self-funded retirees and family
business owners with complexity in their finances, and help melt 
away the stress and anxiety that comes with being responsible
for your family’s financial future. 

How we help
In addition to the services we know you’re aware of, we also:
•  help private foundations and organisations (such as golf clubs) develop suitable investment strategies.
•  help divorcees secure their financial future and determine the level of capital required from the 
  separation.
•  enable people embarking on the sale of a business to put robust plans in place for their personal   
  financial future.
•  develop an independent investment strategy for families with a parent in aged care.
•  help develop gifting strategies for families with several entities and generations.
•  provide support in organising financial affairs when a partner or family member passes.
•  help families with a philanthropic mindset develop an appropriate tax-effective strategy for giving.

The clearer we are about the services we offer, the more chances might occur to provide the same level of 
support to your family and friends. You might find that we’re able to be of value to your close network after all.
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 When you connect with your advisor,
 what is the percentage of time you want
 to spend in each of the following areas.
These results are fairly synchronous with the benchmark figure.

Interestingly, when we break these results down further we see that our younger clients  are less 
interested in talking about their investments (34%) and more interested in discussing their progress 
(44%). This highlights that while our clients are certainly keen to discuss their investments, they also 
care about how they’re reaching their goals—more so than with the average practitioner in the 
industry. 

Giving our clients everything they need to stay informed throughout their relationship with us
has been a focus of our progress meetings for years, and this survey proves why. These results
demonstrate that our clients want to talk about their progress, as well as focusing on where their 
investments are at now. We’ve helped you to think strategically, and focus on the bigger picture.
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 Does your advisor respond to your
 requests in a timely manner?
This result is pleasing. We pride ourselves on providing a timely response to our clients—after all, 
you’re paying us to be responsive, and attentive to your needs.

Our role is to take the anxiety out of managing your financial 
health. Our response rates reflect the care and attention we put 
into our relationships with you, which translates into the sense
of security and peace of mind we discussed previously.
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 Since you started working with your   
 advisor, do you spend more or less time  
 thinking about your investments?
This result is gratifying to a financial advice firm. 

We’re aiming to add value to your investments and financial situation. So if the majority of our clients 
are thinking less about their investments, that means we’re doing the thinking for you—we’re taking 
the stress away from your finances.

Digging deeper into this result we see that based on the length of time clients have been with us,
the amount of time they spend thinking about their investments decreases. 

During our early engagement phase we’re educating our clients, 
and bringing the details of your finances to light. So as your
knowledge grows and our relationship progresses, you develop 
more faith in us, and trust that we’ll look after your finances
for you.
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 Which attributes contribute the most
 to your overall confidence in your
 advisor?
Providing me with a customised experience – 50% vs benchmark 39%.

A result like this only occurs where a business tailors its services to its clients. Our customised
experiences are important to us, as we’re constantly improving our processes to provide a specific, 
tailored service to you. 

We purposely take on less clients, each client requiring more precise service for their needs.
Yes, this may mean that in some situations our service wouldn’t be of value—but it’s worth it for
the prsonalised, long-term support that you don’t get at a larger, more diverse firm.

Relating to me on a personal level – 38% vs benchmark 35%.

Interestingly, the figure for this result increased over time, to the point where our long-term clients’ 
score was sitting at 46-48%, versus the benchmark of 33-39%. This proves that the longer we work 
together, the more comfort and peace of mind you get that we’re doing the right thing by you
professionally, and that we’re genuinely interested in the relationship we’re building together.
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 How do you feel after an interaction
 with your advisor?
With the majority of our clients feel more optimistic and relaxed after an interaction with us than 
the benchmark figure, this shows that our clients strongly feel that we’re taking care of them,
and removing the anxiety of managing their financial situation.

We provide you with all the information you need to understand how we’re looking after your finances, 
and feeling relieved and optimistic after interacting with us is testament to the faith you have in our 
services. 

If you’re leaving each meeting feeling that you’re in the best of 
hands, and your family’s financial health is secure, then it means 
we’re doing our job.
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 Do you prefer advisor meetings to have   
 a formal agenda or to be casual and   
 open-ended?
Do you prefer advisor meetings to have a formal agenda or to be casual and open-ended?
The data for this question shows that the longer our clients have been using our services, the less 
they focus on a formal meeting structure. 

But this doesn’t mean our meetings are unstructured. We create a specific agenda for each one,
with key items to discuss that will provide the most value to our clients.

This data simply demonstrates that our clients feel comfortable working with us in the way that’s
best for them. So whether it’s through tightly-structured meetings, or simply using the agenda as a 
guide and letting the conversation flow organically, we’re here to advise you in the way that helps
you understand best. 

In-line with the rest of our results, this points towards a deepening sense of trust and confidence
in your relationship with us. 
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 How confident are you about your
 investment knowledge?
This result implies that the majority of our clients have a strong investment knowledge—better than 
the industry average—and the longer our clients have been with us, the greater their knowledge. 

This means that our clients actively want to learn about their investment. We have a strong induction 
program in place for each client, which begins the process of equipping them with the knowledge to 
understand how we’re managing their investments.
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 What are your current expectations of 
 annual returns for the stock market?
While 23% having ‘no opinion’ may seem negative, we don’t see it that way. 

We believe you can’t fully predict the market, so our clients having no opinion means that they
understand this more than most—and are taking on our advice.
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In Summary

At the end of the day, these survey results were extremely gratifying to see. It demonstrated that
the  ongoing refinements to our engagement services has led to an increase in value to our clients.

But there’s always room for improvement, so we will be further reviewing these results, and asking 
ourselves what else can we do to improve.

For our clients who participated in this survey, you played an active role in improving our practice.
This is such valuable data that we’d like to continue to conduct regular surveys, using them as an 
annual health check for our firm to ensure we’re on the right track, and provide us with guidance
on how we can continue to improve our service to you.

Thank you

We want to say a big thank you to everyone who responded to this survey. This data helps us
understand better how we can keep helping you, and where there’s room for us to improve what 
we do.

The end of the survey featured a section for open-ended question responses, which gave us some
of the more creative feedback, and practical ideas that we’re going to take on board.

In particular, one suggestion was to take a well-earned holiday, a 
response that James and I really value and appreciate. We can 
assure you, we’re working towards it.

Thanks 
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