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Running a Business that Attracts
and Retains High Net Worth Clients

‘We are what we repeatedly do. Excellence, then, Is not an act but a habit.”

Aristotle
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Financial Services the Affluent Want

Meeting investment performance expectations

Protecting investments from downside risk

Making them fully aware of fees on an annual basis

Helping create a financial plan and keeping it current

Using current technology for access and reporting

Coordinating and organizing their financial documents

Providing insurance solutions

Source: Oechsli Institute Research.
The Oechsli Institute offers proprietary research on the financial services industry and specializes in helping financial professionals grow their business
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Financial Services the Affluent Recelve

Y [nvestment Management

Y/ Financial Planning

<1V Tax Planning

<LV Estate Planning

21% Life Insurance

20% LTC Insurance

58 Document Organization

Source: Oechsli Institute Research, 2016
The Oechsli Institute offers proprietary research on the financial services industry and specializes in helping financial professionals grow their business
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HNW Investor Landscape

46%

Of HNW investors plan to change/add wealth relationships in the
next 12-24 months

39%

Of HNW investors have already switched/added a new relationship
In the past 3 years

66%

Of HNW Iinvestors desire increased personalization in their wealth
management relationship

Source: PWC HNW Investor Survey, 2022
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Ensuring Your Business is Worthy of Clients You Aspire To

v" Does your business have the people and capabilities to support
the complex needs of high-net-worth individuals?

O Do you provide client service that continues to impress and
evolve for the better?

Gap Analysis from Elite Teams Building an Elite Team Program

Building Elite Financial Teams. GeHsy
Gap Analysis Worksheet :

Taking Your Team to New Heights
How to Build and Manage an Elite Team

g
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‘It takes months to gain a customer...seconds to lose one” -Vince Lombardi
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Articulating Your Value

“Your brand is what other people say when you are not in the room”

Jeff Bezos
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Articulating Your Value

Messaging Should Carry Through All Mediums

°

Client Conversations

3I: O
Social Media

Prospective Clients

@)
7\
5

Website

Advertisements

=<

Emails
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Articulating Your Value

Value Proposition Should Address These Questions Messaging Should Be
e “What do you do?” e Consistent

* “Why do you do it?" *Concise

* “How can you help me?” e Meaningful

e “What makes you different?” *Repeatable

* “What can I expect from the relationship?” e Intentional

* “How does a team approach contribute to my
financial success?”

“How do you execute a holistic financial plan?”
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Vertical Team Structure

73% advisors believe that teaming enhances the client experience.*

Partner

Financial Planner Financial Analyst Junior Professional

Practice Manager

Assistant Assistant Assistant

*Cerulli Advisor Metrics Study, 2018
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Horizontal Team Structure

Partner 1 Partner 2 Partner 3

Financial Planner Junior Professional

Practice Manager

Assistant Assistant Assistant
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Incorporating Holistic Financial Planning is No Longer Just an Option

Percentage of HNW Advisors that expect to Additional considerations

have significantly more conversations on
these topics over the next few years.

Physical well being/health care

Planning for the future

e Health care

33% — Biggest expenses during retirement

Financial Situation | I NENEEEEEEE >5% « Cyber Security
Independence/moving to assisted living | NGz 3%  Sequence of returns
Emotional/mental well-being | N N ©.% » Cash flow management
Life goals NN 1%
Real estate I 17%
Charitable giving planning | 13%
Education/college planning N 11%
Source: Equitable, InvestmentNews Research, 2020
For financial professional use only. Not for distribution o the public. page 13 >

First Eagle Investments



Getting Involved in the Community

How can you get involved? v'Make a Connection to Something Meaningful
* Volunteer v'Be Genuine

« Host an Event v'Set Realistic Expectations

« Sponsorships v Follow Through in Commitments

v Build Relationships
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Curating Prospects from Current Connections

‘People influence people. Nothing influences people more than a recommendation from a trusted
friend.”

Mark Zuckerberg
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The 80/20 Rule — Replicating Your High Net Worth Clients

Identifying aspirational client attributes helps narrow down who may fit your business

What is the ideal AUM?

Do they work in a specific field?

Do they own their own business?

Do they live locally?

Are they passionate about philanthropy?
What are their interests outside of work?
Do they have a family?

What stage of life are they in?

How involved do you want the client involved in investment decisions?
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Identifying Potential Clients Through Current Connections

The average person knows more than 600 people. Help them narrow their focus.

Sourced Sourced
Names NEINES]

Family

Sourced
NEIMEH]

Sourced
Names

Professional Friends

Sourced
NEINEH]

Sourced
NEIMEH]

Client

Sourced
NEINEH]

Sourced
NEIMEH]

Recreation Colleagues

Sourced
NEIMES]

Sourced
NEIMEH]

Organizations Neighbors

I I I
Sourced Sourced Sourced Sourced
NEIMES] NEIES] Names Names
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Strategic Referral Alliances

Meet with CPAs/Attorneys of your top 25 clients

 Showcase Your Client Experience How can

e Get Social team members

* Hold Period “Review Meetings” hel_p you
organize these

Additional Community Connections relationship

« Estate Planners building efforts?

(National Association of Estate Planners and Councils (NAEPC)
provides a searchable database of accredited estate planners)

* Real Estate Agents

e Relationship Counselors

* Jewelers

e Exotic Car Repair Owners
e Fine Clothing Tailors

e Country Club Management

e Town Trustees
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Rolling Out the Red Carpet to Provide an Exceptional
Client Experience
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Consistency through SOPs

Standard Operating Procedures (SOPs) help you:
* Provide a predictable client experience

 Make the “good ideas of the day” a part of your process
 Make your practice more scalable

e Clearly delineate roles and responsibilities

For financial professional use only. Not for distribution to the public. page 20

First Eagle Investments >



Consistency through SOPs

1. Client Onboarding: How can you make the first 90 days spectacular?

2. Client Review Meetings: How do you create an experience that is productive and enjoyable?
3. Client Events: How should your events run, from conception to follow-up?

4. Market Volatility: How do we proactively reach out to clients during times of volatility?

5. Small Tokens of Appreciation: When and how should you send small gifts to clients?
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Predictable Communication Plan

Proactive: Demonstrates you are thinking about the client

Predictable: Clients know when they can expect to hear from you

Accessible: Provide clients with the comfort of knowing they can reach you when needed

Suggestions for a recurring communication strategy:

Communication Type

Platinum Clients
(Top 10%)

Gold Clients
(Top 11-25%)

Silver Clients
(Top 26-50% Clients)

Proactive Touch Base

Personal Consultation
and Portfolio Review

Relationship Building
Offsite Event

Monthly

Quarterly

Semiannually

Quarterly

Semiannually

Annually

Annually

Annual Virtual/
Phone Conversation

Annual Large
Group Event
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Separating Yourself from the Competition

Ritz Carlton In Office Experience

Custom Labeled Parking Spaces Near Office
Personal Team Greeting

Total Recall - Life Events & Passions
Strategic Small Talk from Team

Active Listening by all Team Members
Engaging Spouses and Other Generations
Getting Car Cleaned While in Meeting
Preferred Beverages and Treats

Walking Clients to the Car

For financial professional use only. Not for distribution to the public. page 23

First Eagle Investment

?’



Extending the Relationship Beyond the Office

Host Differentiated Events Client Engagement Series

* Host events that match the interests of your clients and their
fa m | | | es First Eagle Investments >

First Eagle Investments Client Engagement Series

* Encourage them to bring guests SAT and College Prep

* First Eagle Client Engagement Series

Support Their Careers

e Provide introductions to build their professional network

e Help business owners grow their own business by sharing
business building ideas

* Host professional development events or seminars to improve
their skillset and extend their network

Share Tokens of Appreciation

e Surprise them with “thinking of you” gifts at unexpected times
e Pay attention to all interests and keep records to help keep track

e Pets are a part of the family too
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Digital Strategies

‘The Internet is becoming the town square for the global village of tomorrow.”
Bill Gates
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Digital Strategy Overview

Email

* An effective way to continue the conversation with your clients and
prospects on a one-on-one basis.

Website Content

e Your website is the digital face of your firm and the first place that
clients and prospects will go to learn more about you and what you do.

Social
e OQutlet to communicate and engage with your clients and prospects.
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Emall

Email marketing allows you to reach more people than through almost any other medium.
Average open rates for financial services is over 21%

A recent Morningstar study asked how frequently clients prefer to be emailed. This is what
they found:

30.4% prefer weekly emails
36.6% prefer monthly emails
19.9% prefer quarterly emails
9.4% prefer annual emails

Email Marketing Tips
1. Segmentyour list— send clients relevant content personalized for them

2. Keep emails short-the more frequently you send emails, the shorter they should be. Tell a
quick story and get straight to the call-to-action (CTA)

3. Don’t use deceptive subject lines — make sure your subject line accurately reflects what's
Inside. You can risk the chance for lower open rates in the future if you don't adhere to this rule

4. Ask questions—one of the best ways to create engagement is to get readers to respond to your
emalils by asking questions typically at the bottom of the emall
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Website

A financial services firm website should:

Rankings

Load quickly—47% of consumers expect a web page to load

In two seconds or less (Kissmetrics)

_ _ | . NV N NN
Mobile responsive—Consumers said when they visited a \J — - —

mobile responsive site, 74% said they are more likely to -
return to that site in the future (Google) .5 10 -9 10

Easy to navigate—55% of visitors will spend less than 15
seconds on a website that is difficult to navigate (Hubspot)
SEO Optimization | Plan local SEO

Make it as easy as possible for local clients to find you when

they are searching online. _ _ _
By following these tips, you can improve

e Confirm your name address and phone number is chances of being found by prospects and
consistent across all sections on our website clients in your area ready to do business
with you.

e Gather reviews and testimonials from past clients and post
to your website

e Optimize website for local keywords

 Ensure Google Business Profile is accurate and maintained
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Soclal

LinkedIn is an indispensable tool for financial professionals
because it broadens their reach toward prospects and
clients and is considered one of the most effective vehicles
for lead generation

. Kurt Edwards, CIPM « 2rd+ + Follow +++
3 Head of Research & Strategy-US RE, Ponfe

v ®

#Sustainability has long been a part of cur Real Estate & Private
Markets (#REPM) business's DNA and has been embedded in our
#investment practices across the breadth of our capabilities for
many years.

Personal Branding | Profile Optimization

Your profile is your primary asset. Ensure your profile is neat
and credible

Frequency of Content

LinkedIn suggests posting 20 times per month (one post per
business day). But whether you're posting 10 times per month
or 20 times per month, it's important that you stay consistent
In order to maintain an active presence where followers can
engage with your posts and updates.

Green News & Views - ESG In private markets | UBS Global

ubs zom « 1 min resd
®

Reactions

402306 -

&) Like G Comment r:] Repost +{ Send

Personal Branding | Profile Optimization

Keep your clients’ attention by sharing news, videos and
relevant insights
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Resources
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First Eagle Academy Resources

First Eagle Investments 7"

Behavioral Finance

Understanding Medicare from Ato D
e vl el

Fralod Ly b bagd

Behavioral Finance Client Engagement Series Medicare Program
Client Seminar

OECHSLI
Growth through Acquisitions
and Succession Planning Taking Your Team to New Heights
Acquisition and Elite Teams

Succession Planning
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Disclosures

The opinions expressed are not necessarily those of the firm. These materials are provided for informational purpose only. Any statistic contained herein have
been obtained from sources believed to be reliable, but the accuracy of this information cannot be guaranteed. The views expressed herein may change at any time

subsequent to the date of issue hereof.
First Eagle Investments is the brand name for First Eagle Investment Management, LLC and its subsidiary investment advisers.

FEF Distributors, LLC (“FEFD") (SIPC), a limited purpose broker-dealer, distributes certain First Eagle products. FEFD does not provide services to any investor, but
rather provides services to its First Eagle affiliates. As such, when FEFD presents a fund, strategy or other product to a prospective investor, FEFD and its
representatives do not determine whether an investment in the fund, strategy or other product is in the best interests of, or is otherwise beneficial or suitable for,
the investor. No statement by FEFD should be construed as a recommendation. Investors should exercise their own judgment and/or consult with a financial
professional to determine whether it is advisable for the investor to invest in any First Eagle fund, strategy, or product.

© 2023 First Eagle Investment Management, LLC. All rights reserved.
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