Solving the Loyalty Crisis: The Future of Advice

Clara Shih, CEO of Hearsay Systems
April 14, 2018
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In 2017, we called, visited, surveyed,
advisors across the country.

interviewed, and analyzed thousands of
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Here’s what we saw...
"




Servicing clients via
manual processes
continues to
dominate the
financial advisory
team work day

Advice

Typical
Financial
Team

Work Day

Service
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Most advisors are overwhelmed by
digital programs, and don’t see value
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A Successful Digital Strategy Encompasses
Four Critical Advisor Productivity Pillars
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Actions
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Facilitate high-value Built-in compliance

1-to-1 workflows for ease of use
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Automate an
delegate
-to-many

Personalized Content Subscriptions. Auto-post
relevant content on advisor’s behalf to social profiles
and website, based on expertise.

[ £ Laurie Moore, Financial Advisor at Morgan Stanley Q

Laurie Moore,
Financial Advisor at

Morgan Stanley
@laurie.moore.ms

Home e Like = 3\ Follow &3 Recommend

Posts

Photos bosts Financial Service in Fort Myers, Florida

Always Open
About n Laurie Moore, Financial Advisor at Morgan Stanley
Comeaty . Community See
Did you know that heart disesase is the number 1 cause of death for

m women? Join me in raising awareness by knowing the facts 2L Invite your friends to like this Page

#GoRedforwomen W 112 people like this
113 people follow this

About See

= o

Q Search

“ Elizabeth Hobson posted this

Elizabeth HObSOn INVESTMENT AND MARKET PERSPECTIVES
Financial Advisor at
Morgan Stanley

View full profile

883 Followers

THE 1% MOVE

Analysis from Morgan Stanley Wealth
Management, focusing on trading
days where market movement
exceeds a 1% move of the S&P 500.
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Automate anc
delegate
1-to-many

Team Texting Console. Allow advisors to delegate
access to CSAs and staff to text on their behalf.
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Reminders

O ® O

Send Birthday
Reminder

=

IRA Contribution &
Distribution
Reminder

Steve Garrity
(212) 837-4353

Deliver
Anniversary
Wishes

'

Bond Maturity
Reminder

Appointment
Reminder

‘
-

Portfolio
Rebalancing

10-year  $250,000

May 24, 2018

36 days left

®

Schedule Annual
Review

Hi Steve, reminder that your
AAPL bond matures next
month. We should get
ahead of that and discuss...

Schedule

-

Facilitate
high-value

1-to-1
workflows

Text Workflows and Reminders. Allow advisors to
one-tap reach out to clients during critical moments.
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ﬁ o MAL v Q Help ‘ Notifications

Home Email Library Campaigns Contacts Performance ~

Email Library

Happy Birthday Retirement Planning Happy Presidents Day
Dear { contactFirstName } , Dear { contactFirstName }, “Friendship is a plant of slow

| |
growth and must undergo
Wanted to take the time to and withstand the shocks of a c I I a e
wish you a happy birthday. It g adversity before it is entitled
has been a pleasure Retirement can be seen as to appellation.”
f— 1

the longest vacation of our
lives. Like any successful
vacation, proper planning

) |
and attention to detail are / .
ik V I g -v a u e
Tip: Customize the email content being sent to all of your recipients. - l o - I

Recipients (15) Subject:  Happy Birthday!

Europe |

a Europe Execs (15) + far{ contactFirstName },

akshaya bhargavai ys.com Happy birthday from your advisory team. Wishing you many more years of health, wealth, and prosperity.
" Sincerely,

Amelie Oudea Castera

amelie.oudeacastera@axa.com { agentFirstName }

Dena Brumpton
dena brumpton@barclays.com

Eugene Colter
‘eugene.colter@blackrock.com

lan Forrest
ian.forrest@blackrock.com

Clara Shih, CEO

e Client Sales and Service 1-to-1 Email Workflows.

185 Berrv Street. Suite 3800 | San Francisco 94107 USA

] Allow advisors to one-tap reach out to clients during
critical moments.



#
#
#
#

Built-in
compliance

for ease of
use

Built-in profile supervision and review.

Home Content ~

Signals

Profiles
Your edits must be approved by an administrator before making changes 1
Profile Status
Clara Shin
[ Linkedin Profile You must update your profile on Linkedin
with the approved changes.
[l e Facebook Era, by
Clara Shih You must update your profile on Facebook
n Facebook Page with the approved changes.
. Clara Shih
[ Facebook Profile Wait until your changes are approved before
updating your profile on Facebook.
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& Mike Agarwal | Salesforce X

C' @ @ Secure https://hearsaylabs.lightning.force.com/one/one.app#/sObject/00341000005YC29AAG/view

Search Salesforce

Hearsay Social Inte... Home  Settings ~ Contacts v

CONTACT
n Mike Agarwal + Follow Hearsay Contact Record Send Hearsay Mail Send Hearsay Message

Account Name Phone(2) v Contact Owner
Barry. 2

Action Subject

Edit | Del Sent Text: “Let’s set up time to review your financial plan”

Edit | Del

Advisors save

1 hour/

&, Upload Files
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Activity History |Log a Call | | Mail Merge |

No records to display

BEFORE

Activity History 10-15X 'Log a Call | | Mail Merge |

Data in CRM
Action Subject

Edit | Del Replied Text: Confirming call for 3pm today 2/3/2018
Edit | Del Sent Text: Confirming call for 3pm today 2/3/12018
Edit | Del Eorm Fill: Term Life Insurance Quote 2/1/2018
Edit | Del Was Delivered Email- 2018_Q1_01_Email_Astor Launch for Execs Ema* *“7"7*"
Edit | Del FEilled Out Form: ZoomWebinarTest2_ZoomWebinarl andingPage AFTER

Capture
data for

actionable

- ‘ ‘ Advisors don't like to manually enter data.

a n a I yt I CS Hearsay eliminates the need by automatically adding all social,

email, website interactions to CRM... it has brought our
Salesforce instance to life. ’ ,

CRM Connector. Automatically sync advisor

interactions with CRM client contact record. —STEVE ABRAMO, Head of Enterprise CRM m(
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Capture
data for

actionable
analytics

Field Management Dashboard. See all
advisor activity in real-time dashboards and
reports.

Report — Client Annual Reviews
Days Since

Last Last
Client Advisor Outreach Meeting

Adam DePue Matthew B. Terry gust 26, 2015
Cli gust 7, 2015

ber 27, 2015
ber 26, 2015

Field Leader Dashboard COMING SOON

Meetings scheduled Client interactions Prospect interactions

-435% -+567% — +-85% -~
125k vs. 12k benchmark 38K vs. 35k benchmark 70k vs. 72k benchmark

Ranked Regional Performance | =100% Hearsay Workflows Sent

Region N: Ma #Advi #Clients ~ Clients C % i
egion Name inager isors v ients Coverage (%) B Eitieys

Pacific Northwest ~ Sophie Bush 230 12234 M rRvD

California Addie Garrett 342 2234 I oty Lapsing

Annual Review

Southwest Lawrence Briggs 2k 56234

Texas Eva Sims 3.5k 34566

Midwest Christian Anderson 130 12234

Southeast Connor Wood 530 62234 Adbvisor Digital Channels

Southwest - Socal Virginia Armstrong 230 12235

Atiant, Northwest ~ Shane Ortiz 4356 1234 ) I Text N O C R M

1 Email
Europe Mabel Carison 430 12236 Total e RE Q U I RE D
3450k
South america Charles Kim 2230 72298
Norcal - Limited Luella Welch 232 1245
Independents Peter Rose 476 12234
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Hearsay Advisor Cloud

| 2 2

CORPORATE-INITIATED
WORKFLOWS

EXAMPLES

- Follow-up on Corporate Leads

- Schedule/Track Annual Reviews
- Change in Beneficiary

- Maturing Bond

- Retirement RMDs

- Next Best Actions

BUILT-IN WORKFLOWS

WEB  1-TO-1
SITES  EMAIL TEXT VOICE

SOCIAL

COMPLIANCE CAPTURE AND SUPERVISION

Read Contacts from CRM // Write Activities back to CRM

ADVISOR-INITIATED
WORKFLOWS

EXAMPLES

- Birthday

- Congratulations

- Referrals

- Meeting and Event Reminders
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" Use case: Lead follow-up

Prospect requests info
on corporate website /
advisor locator

Wealth Management

Get in touch

We offer affluent and high net worth individuals a range of sevices that match your
vestment objectives and personal needs.

UBS Wealth Management services are esigned to help grow and protect the assets of high
f you have bankabie assets in excess of £500k and would lice to
ith one of our advisors, please et n touch by fillng out the form

estible assets, our new cigital wealth offering
for you. It s an online investment tool,
at allows you to recenve personalised advice

based on UBS full expertse. Click here ‘more and sign up.

Last name”
Phone

et |

Lead form submitted

=)

Lead matched to local
advisor, who is
prompted to follow up

Home  Content ~  Stes ~  Signals

Recommended Actions

Troy Gerber filled out a form o
01/16/2018 4:32 am
please contact me e,

m o

Troy,
8 Than!(s for reaching
out. I've been working
with high-tech clients in
the Bay Area for over
NTA urUs 12 years and look
ST forward to connecting.

N

Aadvisor email triggered

Hearsay Voice*

Advisor call triggered

Corporate visibility

Field Leader Dashboard
Mestings scheclued Gilent nteractions. Prospect interactons.
- +3.5% ~+5.67% — --3.5%
Ranked Regional Performance 1 =100 Hearsay Woridiows Sent
Rogontoms s oo sciens ClensCovere ()

Advisor Digital Channels

P e
0 2w o -
0 Tz Basiic

we s

Did the advisor follow up?

How long did it take him to
follow up?

How does this affect
conversion rates?
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@ Use case: Annual reviews and
financial planning

# soCIAL »

Recommended Actions

25 Clients are due for
an Annual Review

m ST

Sheila,

Thanks for being a
great client. We're due
for our annual review.
There have been a lot
of changes and we
should make sure you
are covered. Let me

& 4

< Chris Client DETALS

Wanted to follow up on the email EEE
| sent. We should schedule your
annual review.

Sure, how about next
Tuesday?

- dan

< Chris Client DETALS

Today

Just wanted to confirm we're
still on for Tuesday.

Yep, see you then.

Great. We'll need the info listed
here: ¥
i ire. Will help

Advisor/questionnaire.
us be most efficient if you can
come with this.

Annual Reviews

Days Since
Last Last

Advisor Outreach Meeting

Matthew B Tery August 26 2015 IR
Gint Bowman August 72015 G
Judy T. Koons Novernber 20, 2015 wm
Gale Melerdoz soer 18, 2018 o
Barry Neison August 212015 IEGEG_———
Mark Gilbent Decomber 25, 2015 s ]
Wity Loman My 262015 I
Barry Nelsor January 16, 2010 a3
Wiky Loman October 17, 2018 E— ]
Damian D. Muliing August 252015 IS
Gala Melender August 62015 G
Mark Gilbert Juy 26,2015
Kathwnne Whgham I
Barry Neison | S
Wiguel Cancino = |
Wity Loman =
Wiky Loman ) i=n }
Watthew B Teiry  Septermber 20, 2015 IS
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Use case: Keeping robo clients
engaged

# sociaL v

Home  Content -  Sites ~  Signals F]

Recommended Actions

¢ Savings Frank Johns, Jr. has
added next of kin to his
roboadvice account

EEE
Dismiss

PORTFOLIO

W «'dan
< Chris Client DETALS

US Total Stock Market

Nl

Today

US Large-Cap Value
VTV, IVE

2%
Just wanted to confirm we're
S Mid-Cap Val still on for Tuesday.
id-Cap Value

VOE, IWS

Yep, see you then

Great. We'll need the info listed

ire. Will help

Advisor/questionnaire.
us be most efficient if you can
come with this.
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h Digital must be totally aligned to
business outcomes and organization

Establish highest-priority business outcomes

Head of Field eg, Encouraging advisors to do financial plans
Distribution Improve advisor productivity

Success of CRM / data / Bl initiative

Improving success rate of new advisors

Sales Marketing / . :
Operations Digital Compliance IT / Innovation
Program alignment and Must be accountable to field.  Ensure technology is Integration.with
measurement against Content creation (videos, configured per firm CRM, archive, other

outcomes. Advisor adoption. templates), brand alignment. regulatory policy systems
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Your Digital Strategy: address the
loyalty and productivity erisis
opportunity
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Thank youl!

clarashih
@hearsaycorp.com
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" hearsay

summit

the advisor cloud conversation

You’'re invited
5.23+24. 2018
terra gallery, SF

\
@ clara
The Future of Work in

an Al, machine-learning

world
— Maran Nelson,
CEO and cofounder

s MassMutual

Why Today’s Field
Leaders Need to also
become Digital Leaders

— Paul LaPiana,
Chief Distribution Officer

Morc_j‘an Stanley

Driving Advisor
Efficiency and
Effectiveness with
Digitally Scaled

Outreach
— Chris Randazzo, former
Chief Information Officer

Disrupting the 401(K)
Market

— Kevin Busque,
CEO and founder

Personal and
Authentic at Scale:
RBC'’s Local,
Digital Advisor

Strategy
— Kirk Dudtschak
Executive Vice President
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Clients expect digital engageme

OLD WORLD TODAY’S REALITY
Advisor-led, offline only Client-driven, mix of digital and face-to-face




Hearsay Advisor Social
Engaging, Dynamic Social Presence for Advisors

Post Library

132 Suggested Posts financial Q  NewPost

Piakeis Page 2 of9)

Ponding Sortby: Engaging  Popular

Easy and Personalised
o el [ o i R Content recommendation engine + 1 click

how to become a financial research: 87% ol firms say the Hearsay Social's new patented

Denied
Schecuied

Published

Campaign
Calendar

n Cypinski Nicolas, Agent Mandataire AXA France a Longueau Q . Clara Home

Assisted Demand Generation
“Autopilot” mode (dynamic campaign)
through to 1-1 email follow-ups

~ Type
Message

L’expertise et les conseils
b | AXA Prévoyance & Patrimoine

~ Tags
Compliance (17)
Customer Spotlight S
(5)

General Business (2)
General Marketing (3]
HS Blog (88)

MS Clara Shih (11)
HS Customers (12

W Nicolas CYPINSKI | Built-in Data and Analytics

Agent Mandataire

AXA France & L il trimonial 8
Longueau € consell patrimonia

@CypinskiAxa Wk Like | 3\ Follow = A Share | - Sendasuaga

Home

Campaign UTM code tracking, optional CRM
integration

Unified Advisor Interface

Services Services Consulting Agency

5 . 5.0 dririrkrdr
Reviews U A . . .
oot i Lons Seamless Email, Websites, Texting
otos % Z

| ¥ Bénéficier d'une prise en charge optimale de vos besoins de santé et... Community See All
Posts Now. -

— . 24 Invite your friends to like this Page
About W 37 people like this

B
Community (§y Prévoyance S 38 people follow this
Envisager sereinement votre avenir et celui de votre famille avec des ...

— -
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Hearsay Advisor Sites
Dynamic, Personalized, High-Conversion Online Presence for Advisors

Mon espace client

L o

Easy and Personalized
. . ! Agence Assurance AMIENS
Content recommendation engine \ CENTRE VILLE

GONTIER STEPHANE,ROUZIER FRANCK

ASSisted Demand Gen . SPECIALISTES ASSURANCES PROFESSIONNELLES.

“Autopilot” mode (dynamic campaign) ’ ‘ :

through to 1-1 email follow-ups

9 Ou nous trouver

Built-in Data and Analytics

Campaign UTM code tracking, web
lead-to-CRM integration

\

|
. . )

Proven ROI

High SEO discoverability and conversion
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Boost advisor productivity with assisted demand

generation

7 2
-/
Modern Woodmen %7 |
FRATERNAL FINANCIAL |
Totching lives. Securing fires ®

Nick M. Torres,
Modern Woodmen

of America
@nicktorresmwa

Home ol Like 3\ Follow | &3 Recommend =+ © Send Message

Posts
Reviews Posts Financial Service in Sugar Grove, lllinois
i 5.0 drirkird

ideos [\ Nick M. Torres, Modern Woodmen of America added a

¥W new photo.

Photos 5 a Community See All
About 2L Invite your friends to like this Page
Community

W 102 people like this

98 people follow this

About See All

Q

I_tl Sl Rt Woordmen i Q
i

Unified Social + Sites key to advisor adoption

Modern Woodmen%

Meet Contact Information

NiChOIaS M Torres @ Office: (630) 488-6831

50 Cross Street
Modern Woodmen membership is about

relationships. We take time to get to know you
and your needs. Get to know me and how we

might connect. Contact Nicholas M Torres p

Sugar Grove, IL 60554

AT WORK AT HOME IN THE COMMUNITY

Content Autopilot

“Dynamic Campaign Channels”
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Advisor 1-1 Emails:
Personal, authentic bulk-action templates

*Now included in Hearsay Social

2. Edit For All

Tip: Customize the email content being sent to all of your recipients.

Recipients (15)

| Europe]

| You're alwaysarole
model to somebody.

s Europe Execs (15)

akshaya.bhargava@barclays.com

Amelie Oudea Castera
amelie.oudeacastera@axa.com

Dena Brumpton
dena.brumpton@barclays.com

o Matt Schernikau, Financial Advisor - New York Life

Insurance Broker i Lincoln, Neb

Foady o take advantage of your term conversion privge?
e Eugene Colter

‘eugene.colter@blackrock.com

Ian Forrest =
ian forrest@blackrock.com { contactFirstName )

Jaime Broderick It's important to learn all you can about Social Secunty—you've eamed it. But did you know that
Jaime broderickBubs.com women may need Lo lake a different approach 1o ther benefits than men?

Cancel Edit Email Test To Yourself Personalize

*Now included in Hearsay Social
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Preview: Voice and Call Analytics
Coming Summer 2018

a Integrated voice capability
e Triggered call suggestions

Offering with Technology
e Call analytics synced with CRM

Acquisition of Mast Mobile
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Hearsay — Microsoft Dynamics CRM Connector
Coming Summer 2018

. CRM Contacts
“ Microsoft =) O ™ soom. ~ @ | A
g: : ®

(ex. New lead, client

Dynamics’crRm o) I el et A s s sy e ool e

Contacts

Adam DePue birector of Advisor Services at Adirondack Financial

LEAD  CRMM LEAD
John Walker = w
e & adamd@Adarondackfin.com / m See Adam DePue on Linkedin [4
Qualify (Active for 45 days, 6 hours) > @ Develop @ Propose 8 Close & +1-425-555-8080 ) See Adam DePue on Facebook[Z
¥ M 1982-03-02
v & See Adam DePue In Salesforce.com [4
pport & Email Adam DePue
“[Summary|
CONTACT POSTS ASSISTANT ACTIVITIES NOTES ONENOTE COMPANY
Interested in Tape Adhesives M o AKIEonRCol. A Y% ‘ompany* 3M Corporate Headquarters
John Walker
VP of Sales We cictfind wry actity records Annual Revenus =
Lead e Web N Employee: -
7 e
- Hearsay Activity
Email someonel 9@ example.com79 ‘QUALIFICATION
[} ess Phone (44) 2244 0901 Account i
e o (ex. Prospect opened e-mail and
i i . .
read emerging markets brief)
ADDRESS

Hale Place
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Embed Hearsay Action Buttons in existing
advisor apps and systems

1 click to perform suggested
next-best action within CRM

Happy birthday

[ upcoming RMDs (3)

_ 0

Gordon Gekko Send Retirement Reminder
Days Away: 93

Required minimum distribution

John Conner . .
243 RS Days Away: 93 Send Retirement Reminder
Sarah Conner
Days Away: 93

Send Retirement Reminder

Margin call

Maturing bond
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