
 
 
 
 
 
 
 
 

 
We are very excited to provide you with the first edition of COACH’S CORNER, which is designed 
specifically to: 
 

• Provide all point bulletins (APBs) on important CUSO-wide updates related to the PSA Best 
Practices, as well as Maximizer and NaviPlan which are fully integrated into the PSA program 

• Answer a variety of questions coming directly from the field 

• Share wonderful ideas and feedback related to the implementation of a variety of the PSA Best 
Practices 

• Remind everyone of upcoming group coaching training sessions available for their 
participation   

• Continue to reinforce everything we’ve worked on in PSA to ensure an exceptional client 
experience 

 

THE PFO WEBINAR ON JUNE 26TH – A SMASH HIT! 
 
WOW – We were really excited about the flurry of activity and emails that came in from the CUSO Partners 
as a result of the recent training call we hosted specifically on the Personal Financial Organizer (PFO).  We 
had teams coming out with great ideas for little PFO binder add-ons and extras as well as, jumping on the 
list of the next few people to have the rebranding initiated – it was so positive : ) 

 
I also want to thank everyone who has turned in their June 2019 updates – it is greatly appreciated.  For 
those of you who haven’t, please do so as soon as possible.  I’ve had the opportunity to present to the 
Executive Operators the aggregated results of the ACE Recognition as well as, meet with them one-on-
one to go over the specific results and progress made since May 1, 2019 in detail for each of their Advisory 
Teams.  Don’t be surprised if they start talking to you about this! 
 
Now that I’ve had several updates coming in, I am going to ask that you add the following information to 
your spreadsheet (which some of you already have): 
 

• PFOs that have been initiated – which means they are on the radar that month for setting the 
meeting and/or delivery (there is a column for this but some are not using it); and 

• For all those who are coded as AS – identify their position in the organization.  It has come to 
our attention that some of the AS, are truly high value and we need to make sure these folks are 
rebranded asap – especially those ones who know we are actually working on this initiative for 
2019. 

 

QUESTIONS FROM THE FIELD 
 
“If a staff member is a client, but has enough assets to be a AA client on their own, are they 
coded as AA or AS?” 



 
This is such an important question to answer!  A client who is also a staff member of the organization 
should always assume the client classification that will offer them the highest level of service.  If they have 
$250,000 or more in investable assets they should be coded as a A, AA or AAA clients as appropriate.  The 
AS category exists to sweep up all the staff you may in the B, C or D levels so we can take extra special 
care of them – these should be one of your biggest line of advocates! 
 

MOMENTS OF TRUTH – Make their day! 
 
Okay, you all know that I’m super passionate about the Moments of Truth and how impactful they are on 
your high value clients – they literally make someone’s day.  I’ve had some passed along from the field 
which is great and we are working on a place to centralize these in CUSO so they can be shared – stay 
tuned for more information on this!  In the meantime, I’d like to share a recent Moment of Truth with all 
of you… 
 
An Advisor we work with had a AA client who was all about her dog (as 
many people are) - I mean she had brought this dog to Review Meetings, 
talked about it all the time – and in fact, had just told the Advisor she was 
planning a dog birthday party for “Dutchess” (name changed to protect 
the dog’s identity) - other dog friends were invited.  Not kidding.  The 
advisor sent a gift package by FedEx with doggy treats and a dog toy…but 
here’s the best part – the package was not addressed to the client, it was 
addressed to “Dutchess Jones”, the dog.  The woman answer’s her door 
and the FedEx guy says “I’ve got a package for Dutchess Jones” and the 
woman is all giddy and scoops up her dog.  The next thing you know the woman has the FedEx guy posing 
for a picture with Dutchess, who has her paw on the FedEx scanner pretending to sign for said package, 
while he’s in the background decked out in a big smile : )   So what does this woman do next?  She uploads 
the photo of her dog and FedEx guy to her social media account, of course, along with the story that she 
just had amazing birthday gift arrive for Dutchess from her Financial Advisor, Tom.  True Story.  People 
ask me all the time “How do I use Social Media to grow my business?”  That’s how.    
 
I recently had an Advisor I work with tell me her daughter just finished Grade 11 and was starting to 
explore her options for Universities.  I sent her the McLean’s annual addition ranking all the universities 
in Canada, which is awesome by the way and comes out every spring.  I also included hand-written 
messages on the two universities I attended (Mount Allison University and the University of Victoria) and 
completely admitted my positive biases for both.  I immediately received an email of gratitude and she 
made special note of my handwritten write-up of those two universities.   If you have clients who have 
children or grandchildren at this same stage and getting ready for university – this is an easy, cost-effective 
way of showing you are paying attention and that you care : ) 
 
Continue to look for amazing ways to surprise and delight your best clients!   

 
  

 
 
 

I’m pleased to let you know we are carefully reviewing and updating the Action Plans which support the 
New Client Onboarding Process.  Stay tuned for more updates here once it is ready to launch!   
 



I know everyone is working on increased Maximizer Integration as it relates to adding client specific data 
and uploading files, Financial Plans, client-specific forms and documents as well as, saving emails.  I’ve 
attached the document outlining the specifics of this as a reminder for those who would like to review it 
– this was sent out previously. 
 
We continue to welcome your feedback regarding how to make this one of the most awesome CRM 
Dashboards we could ever hope for!!! 
 
Have a wonderful month of July everyone! 
 


