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Today’s Agenda:

● The significance of referrals in advisory firm growth.
● Understanding Net Promoter Score (NPS) to drive client 

satisfaction.  
● The science behind the power of Emotional Intelligence.
● How content and the words you use impact client engagement 

and advocacy.



What’s driving advisory 
firm growth?
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Referrals Still Meaningful to Asset Growth

Source: WealthManagement RIA Edge Study (2023).

Referrals remain 
at the top spot 
for advisory firm 
growth this year
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Chuck Says You Need a Plan

Source: Schwab RIA Benchmarking Study (2023).

Firms with client 
referral plans and 
business partner 
referral plans generated 
1.6 times and 4.0 times 
more new clients 
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Factors that Contribute to Referrals

Sources: (1) The London School of Economics study (2005) which found an NPS score of 7 points equates to a 1% growth in revenue. (2) McCarthy, A., Exploring the 
Relationship Between Financial Advisors Emotional Intelligence and Perceived Client Relationship Markers (2020), (3) YCharts (2023). 

The Net Promoter Score 
(NPS) which measures 

client satisfaction drives 
revenue growth1

Advisors that are 
emotionally intelligent 

receive 2x more 
referrals2

89% of clients said 
communication was a 
top factor in providing 

referrals3

1 2 3

Client 
Satisfaction

The Client Feeling 
Connected  

Advisor’s 
Communication 

Style



Understanding the drivers 
of client satisfaction (NPS) 
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What is Net Promoter Score (NPS)?

“On a scale from zero to 10, how likely would you 
be to recommend our company to a friend?”

One question that gets to the heart of client 
satisfaction.
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What is Net Promoter Score (NPS)?



1212

Average NPS by Industry

Average 
financial 
services NPS 
score = 45

Source: Satmetrix Net Promoter Benchmark Report (2023) which provides detailed information on the NPS score of 192 brands in 23 industry sectors, covering 63,939 
respondents.
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Using NPS to Measure Client Satisfaction

Advisors with 
higher NPS 
have higher 
client 
satisfaction 
and loyalty

Source: Investments & Wealth Institute Research, 2023 Investor Research by Julie Littlechild.

.
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Emotions 
Still Impact 

A Client’s 
Overall 

Satisfaction

Source: Investments & Wealth Institute Research, 2023 Investor Research by Julie Littlechild.

.



The power of Emotional 
Intelligence 
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Emotional Intelligence 
enables an individual to understand 

and control their emotions so 
they can better understand and 

relate to others. 
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- Reuven Bar-On
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Emotional Intelligence (EQ)

EQ = Me + You + Us

Source: Ali McCarthy, Amplify Your Voice (2023).
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There’s Nothing Soft About Soft Skills

Sources: Travis Bradberry, PSI Services LLC, CapGemini, and Ali McCarthy

6X increase in 
demand for 
emotional 
intelligence in 
financial 
services sector
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High vs. Low EQ

HighLow

Focus on limited 
view of client needs 
and concerns.

Focus on how to 
communicate 
effectively and 
relate to others at 
a deeper level.

EQ

Source: Ali McCarthy, Amplify Your Voice (2023).
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Financial Advisor EQ

Competency 
(Technical)

Empathy 
(Relationships)

Management 
(Business 

Execution)

Sales 
(Business 

Development)

EQ Sub-Scale
• Self regard = self 

confident
• Self-actualization = 

passionate, life-long 
learner

EQ Sub-Scale
• Problem solving = 

recognizes feelings 
when making decisions

• Stress tolerance = Calm 
and maintains control

EQ Sub-Scale
• Empathy = understanding 

those around us
• Interpersonal skills = ability to 

establish relationships

EQ Sub-Scale
• Optimism = Positive attitude and 

sees possibilities
• Assertiveness = forthright and 

able to express self easily
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Sources: Ali McCarthy (2023) & Michael Kitces.

.
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Identifying & Improving Your EQ 

● EQ is a teachable skill 
● How do you support training for your 

team to strengthen listening and 
communication skills?

Source: Ali McCarthy, Amplify Your Voice (2023).
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EQ in Communications

Through more personalized and 
outcome-oriented communications:
● fear of investing will be reduced
● openness to change will increase 
● connections will strengthen
● referrals will grow

Source: Ali McCarthy, Amplify Your Voice (2023).
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How to Implement EQ to Grow Referrals

23

Identify the key EQ skills 
that are important to 

your team

Assess EQ skills within 
your team and offer 

training 

Deliver more meaningful 
and personalized 

communications and 
experiences

1 2 3

Source: Ali McCarthy, Amplify Your Voice (2023).



How content and the 
words you use impact 

client engagement and 
advocacy 
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89% of clients said communication 
was a top factor in providing 

referrals
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- YCharts (2023)
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Focus on the topics 
clients care about! 
💡 Takeaways:

➡ Huge gap between client expectations and 
services rendered

➡ Talk about what is on their mind before they 
seek answers elsewhere!

➡ So much marketing opportunity for firms who 
offer Full Range of Services & Partner with other 
key Professionals

Source: 
https://advisorpedia.com/research/expectations-investors-and-advisors-have-differ/
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Focus on the 
topics clients 
care about! 

Source: Advice Value Stack, Fidelity Institutional Insights (2023).
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Look at the difference… 

Before: We provide estate planning services for high net worth families 

After: We craft legacy plans to care for our clients’ families

Before: We help clients minimize taxes

After: We help clients keep more of their hard-earned money to use towards their 

dreams 

Before: We make sure clients have adequate insurance coverage

After: We help clients identify solutions that protect what they value most 
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Foundational Content Planning: Monthly Goals

Content Type How Often

Blog
2-3 /month 

- financial planning oriented
- optional (timely, human 

interest, financial)

Email
2-4/month

- 1 newsletter
- 1 timely
- 1-2 planning related/general 

interest/promote your blog

Social Media 
6-12/month

- 2-4 financial planning related
- 2-4 shared media articles
- 2-4 non-financial/tangential

Surprise and Delight WOW’s

~1-2 /quarter for top/ideal clients 
- random acts of 

kindness/thoughtfulness
- appreciation 
- birthday/anniversary 



Write About What Clients Are Thinking About



Think About Timely Topics…



Browse Headlines
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Add Your Caption:
- Write Your Own Text 
- Write Text For Me 

Share Interesting Articles From Media Outlets
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Leverage AI to HELP Write Captions

https://docs.google.com/file/d/1hS0Oc67ZCBsKxJnFyEvf7A03jhGsUj7T/preview
https://docs.google.com/file/d/1hS0Oc67ZCBsKxJnFyEvf7A03jhGsUj7T/preview


Sprinkle in Human Interest… 
Write Once, Repurpose 3X+ Ways

Blog Email Social 



On Social, Be Social…

Share MotivationShare Good Deeds Share Recognition



Most Important - Get To Your Audience First
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4 Game-Changing Ways to Create a Content Strategy

1. Set monthly goals to ensure consistency

2. Find timely topics to use across blogs, social, and email - REPURPOSE!

3. Let AI help write your content - emphasis on help

4. Use charts and graphs to convey complex information and expertise



How To Quickly Source Timely Content?
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Your clients want to hear timely, 
accurate, and insightful updates 
on the latest news about today’s 
market.

But who has time to write 
well-written email 
communications right as the 
news breaks? 👇

Leverage blog output from 
credible sources to deliver the 
information your clients expect 
to hear from YOU.



Do It For Me Provides You With Consistency, 
Timely Content Including YCharts 
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Summary

Referrals help you grow

Grow referrals through:
● NPS which measure client satisfaction
● Emotional intelligence which strengthens 

the relationship
● Clear communications that build trust



Book a Demo to Learn More

A Monthly Content Marketing plan 

Exclusive Content written by our marketing thought leaders 
only available for DIFM customers executed for you based 
on your edits/feedback

By your own dedicated Marketing Specialist

For Emotional Intelligence assessment and training 
support, visit www.amplifyyourvoice.studio
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Questions?  
Marketing@fmgsuite.com 
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