The Advisor PACT
Menthly Session™

November 17, 2015
Hosted by Mark Little



How much benefit do you want from today’s session?

to
Areaqu no place else: (g DXON

This online meeting system technology uses lots
of memory & system resources, so please...
v Close your email program
v’ Close all browsers
v" Close all programs on your computer
other than this GoToWebinar system

Consider taking this attitude starting right now:
Something discussed today will be a significant positive game-changer for my business
I want to focus so | don’t miss it






£

e Question

| am in need of an administrative assistant.

What do you recommend?
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We call this position

Administrative Manager (AM)

You're seeking a manager, not an administrative assistant.

Your Administrative Manager will serve as “Project Leader”

DI NN

Helping you build your team of Subject Matter Experts
Orchestrating assignments for client progress meetings
Coordinating your Subject Matter Experts

Holding your Deliverables Team accountable for fully
delivering the mechanics of Truly Comprehensive Financial
Services™



We call the position
Administrative Manager

If your Administrative Manager is the Project Leader then
what’s the project?

The project is..
“Creating an extraordinary client experience delivering Truly
Comprehensive Financial Services™”



There are 10 steps to
hiring an effective
Administrative Manager



Hiring an Extraordinary Administrative Manager

1. Finalize

/ Position
Agreement

'\. 2. Establish

Key
Performance
Measures

3. Find
Candidates




1. Finalize the Position
agreement

v Short version (1 pager)
v Long version



2. Establish Key
Performance Measures

v’ Establishes expectations
v' Measures progress towards
mastery



Administrative Manager Key Performance Measures (KPMs)

Proactiveness

You Never “push”
the process, so we
Alvaays b to
“manags” you
thraugh any
pracess.
(uraceeptable)
Never raises
significant issues
befare the TA ar
it s

Never “shead” of
refevant issues.

Yo Seldoem “push”
the pracess, s we
Often feel we have
to “manage” you
thraugh any
pracess. (bad)

s
befare the TA ar
clierit does.
Usually Not
“ahead” of relevant

issues,

*  You sometimes

“push” the pracess
effectively enaugh,
bt sometimes we
hanve to “manage”
you (nat goad).

+  Sometimes raises

significant issues
befare the TAar
client does.

+ Usually seens to be

“ahead” of every
relvant i,

« Vou usually “push”
the pracess so
effectively we
seldom feel we're
“pulling” you
thraugh sy
pracess,

* Usually raises
significant issues
befane the TA or
cliert doss.

* Usualby seems to be
“ahead” of every
relevant issue,

Vo ahurays “push”
the pracess so
effectively we never
e we e *pulling”
you thraugh any

pracess,

eyen contemplaterd
them.

Albwarys seerms o be
“ahead” of every
relevant issue,

Never aware of
client concerns,
mindset, viewpeints
and frame af
reference.

Mewer carrectly
grasps a dients
mothes &
mothations

Newver able to view
isguss from the
client's perspective
Newer secks to add
o aur

MISC Crganizer

for any Ideal Client

Seddam awre of
client concerns,
mindset, viewpoints
and frame af
reference

Seddam correctly
graspsa dient's
motives &

of client cancerns,
mindset, viewpints
and frame af
reference.

+  Occasionally

correctly grasps a
client's motives &

cient concems,
mindset, viewpoints
and frame of
reference.

* Almost always
correctly grasps a
client’s motives &

Alvaays awire: of
client concerns,
mindset, viewpoints
and frame of
reference.

Alvaays carrectly
grasps a dient's
mothes &

Seldom able 1o view
igsues from the
client’s perspective
Sekdom sesks to
add to cur

MISC Organizer

for any Ideal Client

+  Sometimes sl to

view issues from
the chent's

= Ususalby sble to view
issues from the
client's parspective

+  Sometimes seeks to

acd o our
NAISC Organizer
Fer an Ideal Chent

to

addd to cur
MISC Crgarier
for every ideal
Client

Always able 1o view
isguss from the
client’s parspective
Alvaays secking to
adkd to ur

MISC Crganizer

for every ideal Clent

Client Progress
ieetings pever
wel-prepared

Mever able to
“roordinate” peapls

Clierit Progress
Nieetings seldom
welkprepared, even
when aur
Deliverabies Team
Miembers are
coaperative.
Sekdom abie to
“tanrdinate” peapk:
even when they are
willing

+ et Progress

Nzetings
sometimes well-
prapared, suen
when aur
Deliverables Team
Nsmbers aren't

+  Sometimes sl to

“eaprdinate” peaple
whe don't want to
be “copedinated”

*  Chent Progress
Neetings usually
welbprapared, even
when aur
Deliveratibes Team
Nembers are
uncoaperative.

*  Usualby able to
“eourdinate” peaple
whe den't want te
be “eonedinated”

Client Progress
Iieetings abways
wel-prepared, sven
when aur
Deliverabiles Tearn
Wembers are
uncoaparative.
Albvarys able t
“eoprdirate” peaple
wh den't want te
be “eovedinated”
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Administrative Manager Key Performance Measures (KPMs)

al & Collaborative

Abviys bluint and
unpleasant about it;
abways candid
without being
cordial. Mot Likeable
by athers

Never cantects
other members of
the Tesam when
there are
“rrossoer” issues
between
Deliverables Tearm
Members.

Never callegial with
other Delivershles
Tesam Mernbers jor
anyone)

Other Defiverables
Team Mermbers
neer anjoy working

Often blunt and
unpleasant about it;
often candid
witheut being
cordial. Seidom
Likeabie by athers
Seldom contacts
other members of

L Tesam i

Sometimes blunt
and ungleasant
about it; sometimes
candid without
being cordial.
Sometimes (but nat
alwarys} Ukesble by
others

other members of

there are
“trossover” issues the Team when
betwesn there are
Deliverables Team “rrassever” isues
Members. betwesn
Seddom collegial Deliverables Team
with ather Members.

i Team ies eollagial
Miembers and not with ather
able to Deliverabibes Team

diplomatically share
the “Kind truth”

Members and able
trshare the “kind

with yau and avoid when athers are truth® when others are wrong. Tesam Mernbers
you wrang. are wrong. Other Deliverables abways enjay
Newer utilizes the Other Deliverables Other Defiverables Team Mermbers warking with you.
Tears Team Members Team Members usually enjoy Alveays utilizes the
i i i i warking with you. Tea

toals: ing; e ing you. i utilizes the
The Selution Leg™, Seddam utlizes the Sometimes utilies Teans tosale:
The Exception Tear's the Team's communication The Salution Log™,
Repart™, i icati toals: The Exception
Wiaster Godl tosls: toals: The Selution Leg™, Repart™,
Trackirg and The Solution Leg™, The Solution Leg™, The Exceptian Wianster Goal
“Escaliting The Exceptian The Exceptian Riepart™, Trackirg and
Obstatles” Repact™, Repact™, Master Gaal “Escalating

Mister Goal Mister Goal Trackirg and Ostatks”

Tracking and Tracking and “Escalating

“Escalating “Escalating Obstatles”

Obstackes” Obstackes”

Ususally bt
without being
unpleasant; Céten
candid while, at the
saime time, cordlial.
Ususally Likeable by
ethers

Ususally comtacts
other members of
the Team when
there are
“trossover issues
between
Delherabies Team
Members.
Ordinarily collegial
with ather
Deliverabies Team
Members and bl
to share: the “kind
trusth” when others

Abvys blunt but
never unpleasant;
Candid while, at the
same time, cordial,
Immersety Likestle
by athers

Abverys contects
other members of
the Tesam when
there are
“rrossoer” issues
between
Deliverables Tearm
Members.

Abwsays enllegial with
other Delivershles
Tesam Mermbers and
abile b shiares the

1 truth® when
others are wrang.

Other Deliversbles

Client Prep-pack Clienit Prep-pack Clienit Prep-pack Client Prep-pack Client Prep-pack
never arganized Id ized i Iy oryganized always crganized
and complete and comglete organized and and comglete and comglete

Files never neat and Files seddom neat complete Files usually peat Files always neat

organized
el Clients newes
hanve CPRS
scheuled in
acvance
Un-Skilled using &l

and arganized
Ideal Clierts seldom
e CPIs
scheduled in
acvance
Mot Well-Skilled

ing all scf

Files sometimes
reat and organized
1Cs sometimes haye
PV scheduled in
12 months ahead
Marginally Skilled

i

assigned

assigned

and arganized
ol Clignsts ussually
hinve Cliant Progress
Nbeetings
scheduled-out 12
monthes

Skilled using i
software assigned

and arganized
el Clients abarays
hanve Clint Progress
Wheetings scheduled-
out 12 months
Highly Skilled wsing
all software assigned

Paged



Every key
performance
area is
measured
with a score
from-10to
+10 with "0"
being neutral

Subject Matter Expert Performance Measures

Delverables Tesm Member Name,

Completedby,

Date

*  Younever display
Full Mastery of
details, doc

ldeal Cliert st The
Dry-Run Prep

*  our

Sils, documents,
and information
o

Keal Ci

Your

=P ometimes
shaw Full Masery
o details,
documents, and
infarmation related
3 svery idesl Clent
at The Dry-Run Frep
Meeting™

Your

You usually show
F

You shways show
Full Mastery of all
details, documents,
and infarmation
related to =vary
Meal Chent 2t The
Diry-Run Prep

¥

s mever appamm &
thase present

+ Youneversubmit
any action items or

is seldom apparem
12 thase prasent

You seklom submit
your action iiems or

is sometimes

apparent o thase
resent.

You sometimes

o AM prisr to the
DRFM deaiine
+  Neversubmits an

mestings prepared
*  Newer contributes
pre-sctive seategs
ar

in
documents needed.
*  Neverhas anything
substantive to
contribur
+  Ordinariy seams
last ar quiet ar
v simply
=t what athes
eady s3id

10 AM prior 1o the
DRAM deadiine
‘Sekdom submits an

m ¥
prepared |aion
tems completed,
2 ports created,
analysis tharough B
well-canceived)
Sekdom contributes
pro-active stateges

information ar
documents nesded

-
have already said

astion
and
recommendations
0 AW priar 1 the
DRRM gesdline.
Sometimes submit
an updated
assessment for exh
DCP prior tothe
DRFM deadiine

recommendations
far clients.
Sometimes
resourcefuland

s ususlly sbviows &
svaryons prasem
Vou ususlly submit
your action
and
ammendations
3 AM prior ta the
DRFN deadiine
Ususlly submits an

=

DCP prior tothe
DRRM deadiine

Ususlly valuntezrs
tashowe

dan 3
Usually zzmes &
iz ztings fully

preparad (agizn
ftems campleted,
arts created,
analysis thorough &
well-conceived|

Usually cantrit

infarmation or

entsnesded.
Sekdom unclear
sbout the “dient
issue at-hand”

contributs

yane prasen
You shways submit
your action items

An
DRFM deadiine
Aivemys submits an

the DRPM deadine
Bivemys valun
to show evide
{=n screen)afall

reparts creste,

zars
information ar

dacuments nesded.
Never unclear about
the “ch

Pagel



3. FInd Candidates

Each member of your team

v' 500 emails to family, friends, colleagues,
past associates, vendors
v" Reach out to your LinkedIn contacts too
v' Job boards & advertise position



Hiring an Extraordinary Administrative Manager

e N
-

4. Screen
Candidates

5. Initial
Interview



4. Screen Candidates

v Give candidates an assignment before
you offer an interview
v If results of the assignment aren’t up to
your standards, then politely disengage
from the candidate
(quickly... & move on to the next
candidate)



Administrative Manager Position Administrative Manager Position

Thank you for your interest in the Administrative Manager position we are currently seeking to fill. 3. "Here is a prioritized list of skills we're seeking, please write a paper (as short or long as
Please invest a few minutes with the following exercise and, once completed, email it to us along with you wish) describing what you've done in the past exhibiting each of these skills below.
your resume to [your email address]. If you meet the profile we're seeking we'll contact you to scheduls v Leadership skills

an interview. Attention to detail

v
1. Correct the grammar in the following sentences, or simply make a “check mark” if the sentence ¥ Ability to prioritize
is correct: v Proactive
v | have visited Niagara Falls last weekend. v Self-disciplined
v

Reliable
¥ She’s married with a dentist.
Describe seme things you've done in your past which showcases each of these individual

¥ | look forward to meet you. skills_ At this point in the process I'm less interested in what you think you can do for our
organization and I'm more interested in hearing you describe many instances of how these
¥ I've been here since three months skills have "shown up” in your past. Impress us with many stories from your past where

each of these skills were critical to success."
¥ You speak English good.

v Do you like a glass of wine?
¥ | promise | call you next week.
v Itis raining when | got home last night.
¥ My sister is annoying today, but usually she is nice.
¥ If I were a child, | would play outside.
¥ If we will be late, they will be angry.
¥ My father is thinking that | should stop smoking.
v' | fell asleep while | watched TV.
2. Please perform the following calculations
v 12+23+87+44+95+78+85+11x12+15+66+90=7
¥ 12 is what percentage of 750 =7
v 22% of 487 =7

v B7+66+62+27+93+39+52+16+80x13+73+12=7

o
w
m
m
-
S
o
w
m
m
[X]
£



Administrative Manager Position Administrative Manager Position

Thank you for your interest in the Administrative Manager position we are currently seeking to fill. 3. "Here is a prioritized list of skills we're seeking, please write a paper (as short or long as
Plaase invest a few minutes with the following exercise and, once completed, email it to us along with you wish) describing what you've done in the past exhibiting each of these skills below.
your resume to [your email address). If you meet the profile we're seeking we'll contact you to schedule ¥ Leadership skills

an interview.

Attention to detail

v
1. Correct the grammar in the following sentences, or simply make a “check mark” if the sentence v Ability to prioritize
is correct: v Proactive
¥ | have visited Niagara Falls last weekend v seli-disciplined
v Relizble
¥ She's married with a dentist.
Describe some things you've done in your past which showcases each of these individual

v |look forward to meet you. skills. At this point in the process I'm less interested in what you think you can de for cur
organization and I'm more interested in hearing you describe many instances of how these
" I've been here since three months. skills have "shown up” in your past. Impress us with many stories from your past where

each of these skills were critical to success."
¥ You speak English good.

v Do you like a glass of wine?
v' | promise | call you next week.

¥ Itis raining when | got home last night.

¥ My sister is annoying today, but usually she is nice.

v If I were a child, | would play outside. BaS i C G ra m ma r I

v If we will be late, they will be angry.

¥ My father is thinking that | should stop smoking.

¥ |fell asleep while | watched TV.

2. Please perform the following calculations
v 12+23+87+44+95+78+85+11x12+15+66+90=?

¥ 12 is what percentage of 750 =?

¥ 22%0f 497 =7

v B7+66+62+27+93+39+52+16+80x13+73+12=?

m
[
[
Y
©
o
r
[
¥}
S



Administrative Manager Position Administrative Manager Position

Thank you for your interest in the Administrative Manager position we are currently seeking to fill. 3. "Here is a prioritized list of skills we're seeking, please write a paper (as short or long as
Please invest a few minutes with the following exercise and, once completed, email it to us along with you wish) describing what you've done in the past exhibiting each of these skills below.
your resume to [your email address). If you meet the profile we're seeking we'll contact you to schedule v Leadership skills

an interview. Attention to detail

v
1. Correct the grammar in the following sentences, or simply make a “check mark” if the sentence ¥ Ability to prioritize
is correct: v Proactive
¥ | have visited Niagara Falls last weekend v self-disciplined
¥ Reliable
¥ She's married with a dentist.
Describe some things you've done in your past which showcases each of these individual

v |look forward to meet you. skills. At this point in the process I'm less interested in what you think you can do for our
organization and I'm more interested in hearing you describe many instances of how these
v’ P've been here since three months. skills have "shown up” in your past. Impress us with many stories from your past where

each of these skills were critical to success.”
¥ You speak English good.

v Dovyou like a glass of wine?
v | promise | call you next week.
¥ Itis raining when | got home last night.

v My sister is annoying today, but usually she is nice.

¥ If Iwere a child, | would play outside.

P —— Simple math & attention to detail

¥ My father is thinking that | should stop smoking.

¥ | fell asleep while | watched TV,

2. Please perform the following calculations
¥ 12+23+87+44+95+78+85+11x12+15+66+90=?

¥ 12is what percentage of 750 =7
v 22% of487 =7

v BT+66+62+27+93+39+52+16+B80x13+73+12=7




Administrative Manager Position

Thank you for your interest in the Administrative Manager position we are currently seeking to fill
Please invest 3 few minutes with the following exercise and, once completed, email it 1o us along with
your resume to [your email address]. If you meet the profile we're seeking we'll contact you to schedule
an interview.

1. Correct the grammar i
is correct:
v' | have visited Niagara Falls last weekend

he following sentences, or simply make a “check mark” if the sentence

¥ She’s married with a dentist.
v llock forward to meet you.
v' I've been here since three months.
¥ You speak English good.
v' Do you like a glass of wine?
v' | promise | call you next week.
¥ Itis raining when | got home last night.
¥ My sister is annoying today, but usually she is nice.
v If | were a child, | would play outside.
v" If we will be late, they will be angry.
¥ My father is thinking that | should stop smoking.
v I fell asleep while | watched TV.
2. Please perform the following calculations
v 12+23+B7+44+95+78+85+11x12+15+66+90=?
v 12 is what percentage of 750 =7
v’ 22%of 497 =7

v B7+66+62+27+93+39+52+16+80x13+73+12=7

Administrative Manager Position

3. "Here is a prioritized list of skills we're seeking, please write a paper (as short or long as
you wish) describing what you've done in the past exhibiting each of these skills below.

¥ Leadership skills
v Attention to detail

Ability to prioritize

Proactive

Self-disciplined

Reliable

AR NN

Describe some things you've done in your past which showcases each of these individual
skills. At this point in the process I'm less interested in what you think you can do for our
organization and I'm more interested in hearing you describe many instances of how these
skills have "shown up” in your past. Impress us with many stories from your past where
each of these skills were critical to success.”

Request a writing sample from
the candidate

Assess how well they follow
the instruction (answer the
guestion)

Page 2|4




5. Inttial Interview

Goals of the first interview
Confirm skills
Confirm the candidate is a collegial
“team player”
(good personality fit)

v' Decide whether this candidate has the
leadership skills required to get things
done through others
& keep the project moving forward

v
v



aftuaﬂy done in
dﬂﬂE”




6. The Rule of 3s

v' Three interview process
v' Three individuals conducting interviews



Hiring an Extraordinary Administrative Manager

9. Compensation
8. Trial 10. Team

Period i Award

7. Check
References
(leadership)




7. Check References

Ask for examples of leadership

Ask for peers, co-workers, volunteer
associates

v' Check at least 3 references

(The Rule of 3s)

ANERN



ENERN

ENERN

8. Trial Period

4-month trial period (try before you buy)
Allows 4 months for Administrative Manager to
demonstrate mastery

Must complete your training program and be
performing at your standards by the end of 4
months

Job becomes permanent after 4 months

(AM responsible for making sure the “AM
Expectations” conversation (review) is on your
calendar at least once every 4 months)



AN

v

9. Compensation
10. Team Award

Compensation is usually salary, but can be hourly
wage
Does not have to be full time at the beginning
Virtual Administrative Manager (VAM)
v VAM is better than none
v Work towards full-time, in-office position
Establish how many Ideal Clients you will require
In order to be able to budget for a full-time, in-
office Administrative Manager serving as your
team’s Project Leader.



Administrative Manager Compensation Model

55%: SME Base Comp
30%: Merit Bonus
15%: Team Award



Base Comp Criteria (55%)

v Proactive regular status-update check-ins

Demonstrates ability to continually make “forward progress”
implementing the 11-steps of Truly Comprehensive Financial
Services™.,

v Effective Project Leader

Quality & quantity of Subject Matter Expert work is

high. The Client Prep Packets™ completed prior to
deadlines Subject Matter Experts regularly collaborate
(submit The Interaction Logs™)

v’ Extraordinary Dry-Run Prep Meetings™

Dry-Run Prep Meetings™ are useful to the Trusted
Advisor in preparing for client progress meetings



Merit Bonus Criteria (30%)

v' Work submitted
Prior to the deadline, and
Prior to “date promised”

v Insists that SMEs collaborate
(The Interaction Logs™ quality & quantity
are improving at all times)

v Key Performance Measures:
Bonus tied to iIncreases In scores



Team Award Criteria (15%)

v Increased Referrals/ Referral Rate
v"  Retention Rate
v' The Advisor Value Score™ (AVS)

AVS Increase (movement since last bonus)

AVS above +81

Promoters (score 9-10)

loyal enthusiasts who are fueling your growth.
Passives (score 7-8)

satisfied but unenthusiastic

Clients who are vulnerable to competitive offerings.
Detractors (score 0-6)

unhappy clients who can damage you and

impede growth through negative word-of-mouth.

Indispensability percentage above 95%



Administrative Manager Compensation Model

55%: SME Base Comp
30%: Merit Bonus
15%: Team Award



Hiring an Extraordinary Administrative Manager

9. Compensation

8. Trial .
Period h ol
i 1. Finalize
/ Position
ferences Agreement
References

6. The Rule
of 3's

4 ‘ - . oo
bl 3d

Measures
5. Initial

Interview

3. Find
Candidates

4. Screen
Candidates
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