09/24/2024

FUTURE FORWARD s CoE.

Webinar Event

Advisory, Analytics, & Al
[9Qvinci’
quadient

Client-Centric Service Models:

Optimizing Advisory Services for Maximum Value
By Vanessa Vasquez

Agenda i

Learn techniques for identifying and understanding the unique needs and preferences of

your clients.

Explore the latest technologies that enable personalized client interactions and
customized advisory solutions.

Provide frameworks and best practices for developing client-centric service models that
align with your firm’s strengths and capabilities.
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W VANESSA VASQUEZ

Homeschooler Mom of Two Geniuses
Committed to Inspire Entrepreneurs to Create a Living Legacy

Top ProAdvisor of the Year

@ @ @ @

MBA Financial Accountant, Business Consultant, Systems and Processes

Strategist, Educator, and Public Speaker

®  Content Creator for Firm of the Future, CPA Academy, Negozee,
AltAccountant, Insightful Accountant, and Member of the Woodard Writers
Coalition

® Creator and Producer of Conferencia FIT., a conference on Finance,

Innovation, and Technology for the Hispanic/Latino Community
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FINANZAS  IOUEVACHN, TEEHOLOGIA

Future Forward 2024

POLLING #1

Insightful Accountant’

by Vanessa Vasquez



09/24/2024

Future Forward 2024

“What new technology does is
create new opportunities to do a
job that customers want done.”

Tim O'Reilly

Insig htful Accountant®

Understanding

THE CUSTOMER
Is ALWAYS RIGHT. |
s Up To Us To

DEC DE WHETHER You | -
- [ARe A Cusmmer or NoT) |

Your Clients’
Needs

G~ X
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Why Understanding Client Needs Is Critical

Future Forward 2024 Insightful Accountant’

Techniques for Identifying Client Needs
“:;:fé’i{i;}é:ﬁ" il A sia v Active Listening and Communication
s i $ v Client Surveys and Feedback Forms
3 v Client Analytics and Data Insights
é v Segmenting Clients
) v In-Depth Client Interviews
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Your Clients identify you as a Value Advisor:

1) BEST IN CLASS: A subject matter
expert

2) Builds and maintain TRUST:
Consistent and Transparent

3) SHARES their knowledge:
Communicates Abundantly

4) VALUE creation is the top priority:
Understands the needs

Future Forward 2024 Insightful Accountant’

at (1"

Be Intentional

by Vanessa Vasquez 5



09/24/2024

Identifying the Clients’ Needs

: - [ Evolving
Segmentation Personalization
Increases Drives . | Reprtﬁfrzr?l:czisn
Efficiency Engagement thtentingn g
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“The key to great client service is recognizing that
each client has unique needs. Once you understand
their preferences, you can deliver solutions that
feel custom-made, building trust and loyalty.”

- John Maxwell
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FINDING NEW CUSTOMERS
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Services is.. e

Leveraging automation tools to streamline tasks such as financial
reporting, tax compliance, budgeting, and data analysis, allowing
advisors to focus on strategic, value-driven client conversations.
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Automation in Leveraging Clients Services
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Implementing Tech-Driven Advisory Solutions

What technology are you currently using to
enhance client interactions?
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Path to Leveraging Technology for Personalization Embrace

CHANGE
Focus

ADAPT NEW

CLIENT TECHNOLOGIES
PRIORITIZE

Strategic RELATIONSHlPs‘
TECHNOLOGY
CLIENT PORTALS AND

COMMUNICATION

Leveraging
TOoOLS

FOR CLIENT
SATISFACTION
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Why is a

customer
sleeping in
our store?

We give our customers
such peace of mind
that they sleep well
at night — and

apparently in our

store as well!

Developing a
Client-Centric
Framework

&MMXX Shep Hyken.

A “peace of mind” strategy adds te the
customer experience!
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Client-Centric Service Model
A strategy designed to prioritize and address the unique needs and preferences of
clients, ensuring that all services delivered are aligned with their goals and
expectations. KVALITT BEAND 5\; - - /o
WARRANTY © = @ \o/o
steics AA VALUE
$ ﬁUST@MﬁR S
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TRUSTED
ADVISOR

FASTER BETTER
EFFICIENT

TRANSFORM KNOW

FROM THE CUSTOMER

VENDOR TO BUSINESS
PARTNER

CUSTOMER
CENTRICITY

MATURE
RELATIONSHIPS

CONSISTENT
DELIVERY

DEMONSTRATE
THOUGHT
LEADERSHIP
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Create a Real Experience
Create a Real Relationship

Future Forward 2024 Insightful Accountant’

by Vanessa Vasquez

12



09/24/2024

Journey to Real Client-Centric Experience

v Start your journey by deeply
understanding who your clients
are, what they value, and how you
can deliver beyond their
expectations.

) v Ask probing questions about their

goals and challenges, showing
genuine interest in their success.

Future Forward 2024 Insightful Accountant’

Some Questions to
Start with...
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1)

2)

3)

4)
5)

Some Questions for a Real Relationship

What principles are non-negotiable for you in your business or personal
life?

Which milestones would make you feel fulfilled when you look back in
the future?

What impact do you hope to have on the people who work with you or for
you?
What bold steps are you willing to take to achieve extraordinary results?

What advice would you give to your younger self or future generations?
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Create Value at Every Touchpoint
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As client needs evolve, so should
your services. Use feedback,
technology, and client data to
continuously improve.

Future Forward 2024 Insightful Accountant’

Action Plan for a Client-Centric Model
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Persuasive Journey to Client-Centricity

Know Your Clients Needs: *Start with Understanding
Listen beyond words.
Read their mind.

Hear their heart.
FEEL their pain.

*Build Trust through Customization
*Engage Regularly, Even Without
Prompting

T Know their 'why', ™=
0’ o ¢ ‘lterateandImprove
\ 4
Am _A
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“The part that is highly appropriate and where your
value really appreciates is your Unique Knowledge
of that person’s circumstances. Your UNIQUE
KNOWLEDGE of what that person is trying to

achieve.”
Phil M Jones
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POLLING #3
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Thank you!
Questions?
(Hablamos espaiiol)
786-505-1113 .
vanessa@vanessavasquez.pro -~ ~. i -_— e

Insightful Accountant’ | . ‘ }
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#CreandoLegadosVivos #HaciendolaDiferencia #CambiandounaGenerécion #lmpactandounaCultura
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