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The Customer Feedback Centre

Client feedback leads to referrals for Helm Godfrey

In difficult economic times and in light of impending changes to the regulatory landscape,
defining a strong service proposition has never been more important. Leading financial
planning firm Helm Godfrey successfully encourage client feedback to ensure that their
proposition continues to deliver the outcomes their clients demand.

Hdm Godfrey Partners Ltd is one of the most successful firms of independent financial advisers in the UK. With a
and financial planning approach based on having a thorough understanding of what their clients want them to a
Helm Godfrey actely encourage feedback on all aspects of their business. Implementing The Customer Feedbacl
has helped them formalise and simplify the process of gathering feedback in order that they can focus on us
results to ensure that clients remain cigént in the service and advice given, and that they can continually adapt to
clients changing needs and wants.

The Challenge

As a successful financial planning practice, Helm Godifaglygrown
significantly over the years. With multiple offices and a large adv
base, they needed a simple way to gather feedback across
business. Although feedback wascouraged, Helm Godfrey had r
formal process for capturing and monitoring feedback from th
clients. As a firm committed to using the latest technology, par
based processes were considered both time consuming and did n
well with forward thinkig nature of the business. In addition,-adc
feedback, although very valued, was difficult to collate into meaning
management information. Helm Godfrey wanted to analyse cli
opinions, in order to identify trends across the business that wo
influence ongoing client management and service strategy.

The Solution

The Customer Feedback Centre from Fin@$S implemented to GThe CUStomer
provide structure to the feedback process and ensure that gathe

client views is now uncomplicated and efficient. In addititd means FEEd baCk Ce ntre

that lengthy, manual analysis of feedback received is not neces

as the technology automaticallpnalyses and scores feedbac enables me to
responses to provide benchmarked management information.

quickly and easily
The Customer Feedback Centre is managed centrally byar: p -
/NB&as |/ KAST hLISNIThe euftemerhFecaidac Y 22 y}\ U 2 NJ Of

Centre enables me to quickly and easily monitor client views ac
all of our advisers and the company as a whole. The ability to im
data from our back office system ensures that thevevery littte ~ Graham Cross

effort involved in asking our clients for feedback and that means |  (hjef Operations Officer
focus on what the management information is telling me about cli
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The Customer Feedback Centre
Real-time results to evaluate client opinions

The Customer Feedback Centre allows Helm Godfrey to be responsive to feedback, results are collated and
real time so that Graham can easily evaluate client views on the advice process, documenitdtie overall service
being delivered. Helm Godfrey now give every client the opportunity to respond to an invitation for feedback as
the advice and client review process and this means that they continue to deliver a consistently highdematef

. . The Result
The questions go
The Customer Feedback Centre hafped Helm Godfrey monitol

far beyond Slmply best practice within their business and ensures that the servi

they are providing truly meet the needs of their diverse clie

asking if our clients ~ base.
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simply asking if our clients wergatisfied, they really focus ol
making sure the client understood the advice, and valued the

Graham Cross advice and overall service proposition. The quantitative res

Chief Operations Office highlight areas we need to focus on or indeed emulate and
additional comments that cliga can provide in their own word
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Through using The Customer Feedback Centre, Helm Godfreybbameable to make client feedback far more thi
just a method of validating what they dwVithin just a few months of implementing The Customer Feedback Ce
response rates were three times higher than those achieved from manual fsed processeddigh levels of
positive feedback are received, with around 99% of clients across The Customer Feedback Centre as a whole ¢
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that Helm Godfrey are responsive to feedback and this makes them enthusiastic about the company and loy
brand. Enthusiastic, loyal clients lead to more referrals and ultimately ensure that the business continues to ¢
strength to strength.

To make customer feedback really work
for your business, contact us now to

6\% arrange a demonstration of TCF Centre.
% (Qq Please email info@fings.co.uk,
Q Ol" )\' telephone 01564 711153 or visit our

O’\/ website at www.fings.co.uk
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