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Living the Heart of Advice:

How Firms Combine the Head, the
Heart, and the Hand to Offer an
Exceptional Client Experience
Source: eMoney Heart of Advice Research Report, September 2019

The financial services industry is changing. Fee compression and roboadvisors are growing concerns for advisors. To compete, forward-thinking
advisors are marrying the psychological elements of behavioral finances with
the data-driven aspects of wealth management to deliver more value to clients.
Through a recent study1, eMoney identified three critical elements that advisors can leverage to
provide value to clients:
• The head to curate information to help drive client decisions
• The heart to engage clients through empathy and understanding
• The hand to utilize technology for more informed decisions and personalized advice
When these elements converge, they create the Heart of AdviceSM—the core of what makes a truly
exceptional client experience. Advisors who take this approach with clients have seen growth in their
number of clients, assets under management (AUM), client retention, and compensation, including:
• Over 25 percent growth in new clients
• Over 20 percent growth in both AUM and compensation
• Retained over 95 percent of clients
Here are some examples of how successful advisors are incorporating the head, the heart, and the
hand into their practice to live the Heart of Advice and deliver a remarkable client experience.
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Abaris Financial Group:
Modeling Financial Plans Based on Life
Planning Conversations
Rather than reducing her fees, Abbey Henderson, CEO of Abaris Financial
Group, believes adding value and expanding her firm's service offerings is
the best way to compete with a changing industry.

The Head

Passionate about providing more to her clients, Henderson enrolled
in a life planning certificate program for financial advisors in 2016
and later became a designated life coach. Since then, she’s
effectively weaved life planning elements into financial planning.
“I realized I wanted more tools in the toolkit," she says. “Adding
coaching and life planning makes client relationships more sticky.
And I personally think it just makes you a better planner."

The Heart

This approach gives Henderson a competitive advantage.
She's attracted new clients to her firm, many of whom
selected Abaris specifically for its life coaching and
planning services. Knowing that money intersects with
most areas of life, Henderson can expand her life coaching
and planning relationships to include a financial plan.
“I think the more deeply you know and understand your
client, their vision, and their values, the more you can
actually tailor their financial plan," she says. “I think
you're just going to get a better financial plan from
someone that has this mindset."

The Hand

Technology helps Henderson illustrate recommendations
in an interactive format, including strategies clients can
immediately implement to better align their lifestyle with
their life plan. Henderson has assisted Millennial clients in
accomplishing immediate goals, like paying off loans or creating
a travel budget, and she's helped retirement-age investors feel
comfortable with the next chapter of their lives.
And Henderson’s hard work is paying off: For clients where
Henderson has used life planning to create a financial plan,
she has seen 100 percent client retention.

Abbey Henderson
CEO of Abaris Financial Group

LIVE THE HEART OF ADVICE

Consider a life planning or coaching
certification program to add more
service offerings to your firm. If a
formal program is not an option, revise
your intake form to include questions
around your clients’ goals and passions.

Read more on how Abaris Financial Group has
implemented life coaching and planning as part of the
financial planning process.
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Wymer Brownlee Weath Strategies:
Helping Clients Think Bigger and
Live with Purpose
Wymer Brownlee Wealth Strategies has grown over the
past 50 years from providing tax and accounting services
to including financial planning, wealth management, and
business consulting as part of its offerings.

The Heart

But as the firm expanded, CEO and Senior Wealth Advisor, Kyle
Brownlee, felt there was a growing opportunity to widen the role the firm
was playing—and could play—in clients’ lives.
“If all I do is invest money, I’m not sure I’m adding any long-term value,”
Brownlee says. “I’m always looking for the greater purpose in a client
relationship. It goes beyond money—I have a responsibility to protect
families and help them achieve their goals.”

The Head

To show commitment to planning for the full financial picture, the
firm held an inaugural Family Leadership Summit in 2019, to young
families in the local area. But the day didn’t solely focus on money
management tips—there were also guest speakers and seminars on
parenting and communication.
“So much of what we do is about behavioral coaching, not really even
about money management,” says Christine Golden, the marketing
director for Wymer Brownlee. “Our advisors say one of their
greatest challenges is helping create financial compatibility within
couples, so we knew that marriage needed to be a component
of the event. It’s hard to sit down and have a discussion about a
topic as stressful as money if there’s not a foundation of good
communication and shared priorities.”

The Hand

The event generated new leads for the firm and showed existing financial
services and tax clients the breadth of Wymer Brownlee’s services.
“There’s been a real business pay-off for us in terms of the type of client
that we’re attracting and the experience that they have with us. Clients
have seen how different the financial planning process can be, and in
return, that leads to them trusting us with more assets,” says Golden.
“We’ve had several record-breaking quarters of generating new assets.”

Kyle Brownlee
CEO and Senior
Wealth Advisor

LIVE THE HEART
OF ADVICE

Think beyond money
management, and don’t be
afraid to bring in experts to
assist in other areas. Even
small changes, like helping
couples communicate more
effectively about money,
can provide big returns.

Read more about Wymer Brownlee and its Family Leadership Summit.
Kyle Brownlee is a registered representative of Avantax Investment ServicesSM
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Simonet Financial Group:
Driving Client Engagement with
Confidence and Trust
Bill Simonet, Principal Advisor of Simonet
Financial Group, LLC, has created a meaningful
experience for his clients by combining
technical skill with emotional intelligence—and
relying on technology to support the process.
Because of this, he's been able to increase his
planning fees and retain clients.

The Head

Simonet invites clients to his office to discuss their goals.
But rather than meeting in a conference room, he prefers to
sit with clients on a couch, over a cup of coffee. To him, it’s
important for his clients to feel comfortable and let down their
guards. He believes that leads to more honest conversations.
“Be where your clients are,” he says. “Understand their
emotional position, and make sure you’re reaching them
in that space.”

The Hand

From there, he creates a financial plan, combining
his expertise with the services of other professionals,
including certified public accountants (CPAs), attorneys,
and private bankers. Simonet relies on financial planning
technology to aggregate data, evaluate a client’s full
financial picture, and engage the client in the process.
“You need an integrated and efficient technology stack
because it means a smoother planning experience for
your clients—and it means a more efficient and more
productive office for you,” he adds.

The Heart

But even when there’s a financial plan in place, it’s
important to still take time to nurture the client-advisor
relationship. Simonet recalls a client with whom he meets
monthly: While they talk about her portfolio, they spend
more time discussing other topics, like cats, and enjoying
wine and cheese.
“She wants that camaraderie,” he says. “She needs to
know that the person she has trusted with her financial
resources understands what kind of person she is.”
Simonet has seen a lot of success, but he believes this is
something every advisor can do.
“We can all be at the Heart of Advice. As financial
planners, your focus is not just on their wealth, it’s on
their future wellbeing. Focusing on that really changes
your perspective. It makes your clients happier. It
makes your life more full.”
To learn more about Simonet’s holistic approach, hear his
recorded presentation from Heart to Heart: How You Can
Differentiate at the 2019 eMoney Summit.

LIVE THE HEART OF ADVICE
Bill Simonet
Principal Advisor
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Make clients feel comfortable when
they visit your office. Cultivate a strong
relationship and continue to invest time
in getting to know them as people.
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Summary
Advisors like Henderson, Brownlee, and Simonet look beyond traditional money
management tactics to provide the Heart of Advice. They have combined their
planning expertise with emotional intelligence and robust technology to provide
more value to clients.
Advisors who want to offer clients an exceptional experience should hold
regular, ongoing conversations on what matters most to the client. Knowing
a client’s values and goals will help personalize a plan, letting them enjoy the
moment and live a meaningful life. In some cases, it might make sense to
bring in other professionals, like an estate planner or life coach to fill in a plan’s
gaps or change a client’s behavior. Technology supports the entire process by
fostering collaboration, illustrating complex planning concepts, and driving client
engagement and communication.
By living the Heart of Advice, advisors can deepen client relationships, grow
their business, and provide a competitive advantage in a changing industry.

For more information, visit www.emoneyadvisor.com.
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