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Your biggest challenge/ frustration?



Profit is coming under pressure
and may intensify

Operating Profit Margins%
(5yr Average)

Source: Peloton Partners 
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3 Main Themes

Source: Peloton Partners 



Grow or Buy?



Job Hopping Generation 



Formula for Business Success 



Staff Engagement

Consider this (guess the ‘x’s):

“x% of business performance is due to strategy

x% of business performance is due to employee effort“



Consider:

"15% of business performance is due to strategy

85% of business performance is due to employee effort”

―Ram Charan

You can have the best Strategic Plan in the world but if 

your staff aren’t on board your Strategic Plan won’t 
mean a thing.

Staff Engagement



There are always 

going to be more 

good ideas than 

there is capacity 

to execute.





People play differently when

they are keeping score

Quarterly Themes







HOW DO YOU VALUE A BUSINESS



Equation:

Profit X   Multipler = Value



Capitalisation of Profit

Profit $500,000

Profit Multiplier 3

Business Value $1,500,000

How do you determine the profit 

multiplier?



7 Key Value Drivers

Commercial Asset       Benchmark Cultural Asset

1. Client Base 1

Create relationships, loyalty2.  + Staff x2

Capability, values; communication; balance3.  + System x3

Responsibility4.  + Product x4 Intent 

and Purpose5.  + Distribution x10 Manage 

Relationships6.  + Position/Brand x15 Vision and focus 

(passion and energy)7.  + Scale x20

Language/Tribe





Do What you do best, delegate the rest?



Image of Mouse Pads 



Capacity is the maximum revenue available given resources today

Capacity Management



Capacity represented by a glass

Maximum
Capacity



• Gross revenue is not Capacity

• Annual budget is not Capacity

• Nett Profit is not Capacity



Current

Revenue



• Current revenue as a number on its own doesn’t tell you much.

• Its relevance is as a percentage % of Capacity.



Platforms



Realistic 

Capacity



80%

40%

Effective

Operating

Zone



Growth Strategy



Strategically there are only 2 things you can do with a business

• Fill up the cup = Platform

• Bigger cup = Growth



What we learnt from our 
visit to Disney Institute?



“Our consistent business results are driven by strategically focusing on 

certain business functions and opportunities in which other 

companies often fail to see the value and potential—and that is a key 

source of what differentiates us.”

We have learned to be intentional where others

may be unintentional.



How to be INTENTIONAL?

Hire Good 
People

Training - Soft Skills Relationships Care - Happy Staff/ 
Happy Client 



●Client Experience (CX)

●Employee Experience (EX)



1. Clear the Distortions  (2 sets of books)

2. Set Appropriate Targets

3. Labour Efficiency Ratio

Contribution Margin (CM) = GP minus direct labour costs

Direct Labour Efficiency Ratio ( Direct LER) = GP/DL as a Ratio

Management/Admin Efficiency Ratio (Mgt. LER) = CM/ML as

a Ratio

No 1 Driver of Profitability = Labour Efficiency



Labor Productivity Measure

Labor Efficiency Ratio™ (LER) = 
Gross Profit

Direct Labor



Labor Efficiency Ratio

● Measures the productivity of your workforce through time

● Establishes how well “tuned” your economic engine is

● Can measure “Management Efficiency Ratio” as a sub-category

● Three primary ways to optimize Labor Efficiency Ratio™ 



LER Year One = = 2.75 (Profit per 

unit of labor)

LER Year Two = = 3.43 (Profit per 

unit of labor)

Gross Profit

Direct Labor

Gross Profit

Direct Labor

Income Statement

YEAR 1

Gross Profit

11,000,000

Direct Labor

4,000,000

Income Statement

YEAR 2

Gross Profit

12,700,000

Direct Labor

3,700,000

How did the company increase its Labor Efficiency Ratio to become more productive?



Optimizing Labor

Efficiency Ratio™



80-90% time



Profit under 15% 

Goal is to get  25% Profit 

Less than 3x Labour 

Efficiency Margin

Team frustrated –

stuck doing tasks that 

are not highest and best 

used



13% Growth

$128k



$1,028,000

2014 Salary Cap

(20,000) Reduce CSR to 3 full days - Children at 

School

10,000 Promoted to Servicing Planner

38,000 Hire 2 Full time Virtual CSRs

100,000 Hired New Adviser

128,000



Target 2015 20% Profit

Build Capability and 

Capacity

13% Growth

$128k



Target 2016 

25% Profit

7% Growth

Double Cash Profit





Rethink the 
Org Structure



RIGHT SEATS

RIGHT PEOPLE

RIGHT THINGS



RIGHT QUESTIONS
What are my RIGHT SEATS?

Do I have the RIGHT PEOPLE in each seat?

Are the RIGHT people doing the RIGHT THINGS?



• Advisers

Back StageFront Stage 



• Advisers

• Associate Advisers

• Client Relationship

Back StageFront Stage 



Client Relationship



• Advisers

• Associate Advisers

• Client Relationship

• Practice/

Office Manager

• Admin Coordinator

• Dedicated Virtual (CSR)

• Dedicated Outsourcing 
(Paraplanners)

Back StageFront Stage 



ADVICE MANAGER

Develops 

Strategies 

Assist 
in meetings

Educate 
Advisers

Front Stage Back Stage

Compliance

Strategy Confirmation

Complex Plans

Consistency across adviser

Managing Business Quirks

Vet advice request

Manage the relationship 

with Outsourced Paraplanners



Advantages 

Speeds up 

Frees up advisers time Reduce 

the amount 

of reworks 

Ensure a consistent 

compliance across

the business (Coordinate 

turnaround time

the whole process)



Turn Problems into Solutions 



1. IDENTIFY PROCESSES

2. ASSIGN SPECIFIC 
ACCOUNTABILITY 
FOR EACH PROCESSES

3. LIST KPI’s



IDENTIFY PROCESSES

• Lead Gen/Marketing

• Sales Process

• Implementation Process

•Ongoing Service

•Accounting

•Recruitment - Attracting and Retaining



Constraints Matrix 





● The thing that gets reward gets done 


