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INTRODUCTION 
 
 
This booklet was developed to support Brokers in addressing the challenges posed by the current 
COVID-19 restrictions. The aim of the guide is to enable Brokers to minimise the disruption caused to 
your business, and to maintain excellent relationships with your existing clients, while continuing to 
grow your business. 
 
The guide consists of four main sections. In the first section, we look at the challenges for Brokers in 
running your business successfully during the current pandemic. We look at some of the practical 
challenges of running your business remotely and we consider a number of areas in which you can 
increase the effectiveness and efficiency of your business in the new remote environment.  This is 
followed by consideration of the challenges posed in maintaining the effectiveness of your team. 
Keeping your team engaged and driving the business forward while working remotely is an interesting 
and very important new challenge for Brokers.  
 
The next section looks at some of the challenges around maintaining engaging relationships with your 
existing clients in a world where face to face meetings are no longer possible. We look at some of the 
potential solutions that you can adapt, and ways in which you can enhance your client value 
proposition while working remotely. We also delve into the critically important area of communicating 
effectively with your clients when unable to meet them in person.  
 
Building your business is an ongoing challenge for all Brokers, and this doesn't stop just because you 
are working remotely. We set out some thoughts and ideas on how you can effectively grow your 
business while social distancing is in place, and face to face meetings are not happening.  
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RUNNING YOUR BUSINESS REMOTELY 
 
In this first section, we look at some of the challenges related to running your business when working 
remotely. We consider the physical environment in which you will be working and some changes to be 
considered in relation to your ways of working. Finally, we take a quick look at a number of additional 
areas to help you improve the efficiency and effectiveness of your business in a remote environment.  

Setting up to work remotely 

Recognising the future of work 
 
Whether it be full time or part time, the accepted wisdom is that some form of remote working is here 
to stay, in many cases it will be alongside the traditional office environment. This is the future of work. 
Brokers adapting to this remote working environment are well served by recognising this change, and 
by taking a long-term perspective when building your approach to remote working. When widespread 
remote working commenced suddenly in March 2020, Brokers like everyone else were urgently forced 
into developing immediate remote working capabilities. While these may have seen you through at the 
time, for many their remote working environment was not suitable as a long-term solution.  
 
When we look back in 5 or 10 years time, the likelihood is that remote working will not have been a 
once off event. Instead it is more likely that it will have emerged as a more widespread and accepted 
means of working. Now is the time to plan for remote working continuing in one form or another into 
the future.  

Physical space 
 
When remote working was landed on us suddenly, many kitchens and dining room tables became 
substitute offices. This was fine for a few days, but it quickly became apparent how important a 
suitable physical space and working environment is for the efficient and effective running of a busy 
Broker business. Getting this right is an important starting point for all Brokers.  
 
A suitable workspace is one that is quiet and free from distraction as much as possible. The workspace 
must be sufficiently large to allow for IT equipment and client files etc. to be easily accessible. 
Preferably the workspace has a door that can be shut for privacy and also has a window for natural life 
and fresh air.   
 
From personal experience and feedback from speaking to many Brokers on this topic, the optimal 
solution is likely to be an office that is separated from your house. Of course, this is not practical for 
everybody, due to a lack of available garden space and cost, among other potential challenges. The real 
benefit of a garden office is the clear separation that is achieved between work and home life.  
 
The next best solution is an office within your home, where the sole purpose of the room is as a home 
office. This allows you to set the room up and create a very effective working environment. If this is not 
an option, if possible you should look to carve out a space within a room as a dedicated workspace. 
Otherwise you are left operating from a laptop around your home. One of the big challenges with this 
approach is the difficulty in creating separation between work and home life – you end up “always on”.  
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Equipment 
 
Having access to the right equipment is an important next step. To work effectively, the Broker needs a 
good desk and comfortable chair for starters. A desktop PC with a good-sized monitor will always win 
out over a laptop for long work days. Having access to a printer is very important too, and all of this IT 
equipment needs to be supported if possible, with excellent broadband. Some Brokers are not 
comfortable when issues arise with IT hardware. If this is the case, talk to your office IT supplier about 
support they can give you with your equipment at home. If you use paper files, a filing cabinet is really 
important, or your workspace will quickly descend into an untidy mess. 

Time management 
 
A very significant challenge that cannot be underestimated when you commence working remotely is 
the change in your daily routine. Previously you likely left your house around the same time every 
morning and probably arrived at the office in and around the same time each day. While often there is 
more variability around finishing times, most Brokers usually arrived home around the same time each 
day - that is unless they had evening client calls booked in.  
 
This all changes when you work from home. Many people found initially that time quickly slips by when 
you are out of your routine and you are left wondering where the time has gone that morning with 
little work actually completed. This is a very common challenge for people when they start working 
from home. But equally they have another challenge, and that is finishing work. Because you are at 
home, it's easy to just keep working and suddenly it is 8pm or 9pm. This is unsustainable, because if it 
continues, the lines between work and home become too blurred.  
 
The answer is to create new routines, even rituals. Previously arriving home and putting the key in the 
hall door was the unconscious signal that you had shifted from work to home. Now you need a new 
ritual. This might be closing your office door or switching off your monitor. But both you and your 
family need to know when you have made the transition each day from work to home life.  

Stay connected 
 
Working remotely is very different to normal office-based working in terms of the solitary nature of it. 
For many Brokers, this is a challenging change as previously your day typically consisted of lots of face 
to face interactions, whether with clients, colleagues or meeting other Brokers and industry peers to 
catch up. While having to find immediate solutions to bridge the distance with clients and colleagues, it 
is equally important to stay in touch with industry contacts, either other Brokers or consultants from 
the providers.  
 
Building this networking into your day, either over the phone, by online meetings or by participating in 
webinars with the likes of Brokers Ireland will add to the variety of your day and will keep you informed 
of developments in the market.  This is one not to let slip.  

Work / life balance 
 
Achieving a good work / life balance is inevitably more difficult when working from home as the 
separation is naturally not as clearly defined. This takes conscious effort, but it is rewarding on a 
number of fronts.  
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Having a poor work / life balance can be very debilitating as you end up feeling like a slave to your 
business. This takes away from the positive feelings of building up your business and in time will really 
affect your performance. When the balance between work and life really gets out of kilter, it can be 
very detrimental to your mental health. So, getting this balance right is very important.  
 
It is also very important for your family, particularly if you have young children. When they see mum or 
dad now at home all day, they think one thing – playtime! This is where your routine and your rituals 
become so important. Your family needs and deserves clarity of when you are working and when it's 
their time.  
 
Of course young children don't always play by the rules and this simply has to be accepted as an 
occupational hazard of working at home. Rather than fighting it all of the time, sometimes you're 
better served by giving in and spending some unexpected time with the kids - they grow up very fast. 
So, distractions have to be expected and managed.  

Positive health and well-being 
 
Working effectively also requires you to be fit and at the top of your game, both physically and 
mentally. Previously you may have been active playing a team sport or playing golf etc. This may not be 
available to you at the moment and it will help you hugely if you can replace these activities with 
something else. Getting out for a walk, run or cycle will help you a lot when in the office as you will be 
more alert and able to concentrate better. So build into your schedule a block of time each day for you 
to get out and get some fresh air.   
 
However it is also important to recognise that remote working is not the preferred way of working for 
everyone. Quite a number of Brokers have mentioned how they miss the daily buzz of the office and all 
the interactions, both business and social that happen every day. As a result, some find it hard to stay 
motivated to continually drive the business forward. You are certainly not alone! Working remotely is 
definitely more solitary, even lonely at times. As a result, for some people this makes the world of work 
harder. However remote working will not be the only option forever – we can all look forward to the 
day in the not too distant future when Brokers who want to be back in the office full-time can return.  
 
For any Broker who is not enjoying the separation from colleagues and peers, it might just be time to 
reach out. We all have many colleagues, peers and other work contacts who will be only too happy to 
get the chance to take a breather and have a chat to break the monotony of their own day.  
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Efficiency & Effectiveness 
 
There are a number of other areas to consider that may help you achieve greater efficiency and 
effectiveness in your Broker business as a result of remote working.  

The future of the office 
 
This is one of the great unknowns of the sudden and significant shift to remote working. What will 
offices look like in the future and how will people use them differently? Will people go back to working 
full time in an office, or are they likely to work using a mix of office based and remote working? Time 
will tell on some of these big questions, but now is the time to start considering them.  
 
These are certainly not decisions to be rushed at this stage, unless of course you have a looming 
deadline to make the decision such as the expiry of a lease etc. However it is worth starting to consider 
at this stage if you are likely to need all of your current office space in the future. There are many 
professional services businesses that may require less space or indeed may share office space to 
achieve cost savings as a result of the move to remote working.  
 
It is useful to get a sense of the thoughts of your team in this regard too. While they may of course be 
enjoying saving commuting time every day, they may be yearning for the better working environment 
available in the office and may be missing the sociability of mixing with colleagues.  
 
Another important area to consider in the context of a future mix of office based and remote working 
is the whole area of achieving best practice in relation to cyber security and data protection. With the 
high levels of personal data that Brokers hold on behalf of clients, it is an area in which you must 
remain fully informed. Thankfully there is a lot of guidance available in relation to these subjects. A 
useful starting point is the Brokers Ireland news piece from earlier this summer titled “Tips for 
Maintaining Data Security When Working from Home”, which can be accessed here. This news piece 
gives lots of help in relation to the management of devices, email, using cloud computing and 
encryption etc., with further links to other useful resources. The Data Protection Commissioner 
website is another useful source of guidance in these important areas.  
 
These are some of the areas to be considered as you think about your future office needs.  

Awareness of available supports 
 
When the COVID-19 pandemic arrived on Irish shores in March 2020, the government introduced some 
far reaching and generous supports to help businesses deal with their immediate challenges. These 
supports are regularly changing and being updated, depending on the level of social restrictions in 
place at any one time. It makes sense for Brokers to stay abreast of the supports available, first of all as 
they may be very important support for your own business but also to enable you to have more 
educated conversations with clients.  
 
These supports range across a number of areas. As at November 2020, there are a number of financial 
supports for businesses. The best known of these and one which has been widely availed of is the 
employment wage subsidy scheme, where a flat rate subsidy of up to €203 per week per employee is 
available subject to certain qualifying criteria such as being able to demonstrate a 30% reduction in 
turnover. On top of this there are a range of business support packages such as loans, grants, vouchers 

https://brokersireland.ie/news/tips-for-maintaining-data-security-when-working-from-home/
https://www.dataprotection.ie/
https://www.dataprotection.ie/
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and other schemes. Commercial rates have also been waived for a period of time, and there are a 
number of beneficial tax measures in place.  
 
In addition to the financial packages, there are other sector specific supports in place and supports 
around training and the safe return to the workplace. Details of all the financial supports, training and 
guidance can be found at https://dbei.gov.ie/en/What-We-Do/Supports-for-SMEs/COVID-19-supports/ 

Identify and capture cost savings 
 
The final area to consider in this section is one of the positive impacts of remote working, and that is 
the reduction in expenditure encountered by many Broker businesses. You will be very well served by 
reviewing in detail the expenditure side of your business as there are potentially many savings to be 
made in the new remote environment. There is of course a significant reduction in travel costs, these 
are gained in addition to the time saved been travelling to meet clients.  
 
There may be further savings available in terms of parking costs, energy bills, potentially lower 
insurance costs and entertaining costs.  There are also personal savings to be made in terms of lunches 
and buying many cups of coffee! Other potentially more significant savings may be made down the 
road in terms of lower rent and other overheads, should you decide to reduce your office space.  
 
 
 

 
 

  

https://dbei.gov.ie/en/What-We-Do/Supports-for-SMEs/COVID-19-supports/
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KEEPING YOUR TEAM ENGAGED 
 
Suddenly being out of the office environment with all of its ensuing hustle and bustle, and now working 
alone at home is a significant change for everyone. For some people this is not a problem at all, 
however there are lots of people who find this a difficult change, as all of the work environment 
challenges outlined in the previous section apply for all of your staff too.  

Help the team to get set up 
 
To ensure you get the best out of your staff, it makes sense to help them create the most effective 
work setting possible. This can be helped hugely by assisting them in terms of office equipment and 
also ensuring they have the right technology at home to carry out their work effectively. In most cases, 
this will consist of allowing them to bring home equipment from the office to use at home. Some 
Broker businesses have assisted their people in the purchase of desks for use at home, to enable them 
to work better. The increased outputs from creating an effective work environment should quickly 
repay any initial investment in this area.  

Leadership and management 
 
Leading from the front becomes ever more important when everyone is working remotely. After all, 
the situation you want to avoid is “out of sight, out of mind “. Brokers need to remind their team of the 
strategy and objectives of the business, and that these continue in the new work environment. It's 
important that your team see your own personal ongoing commitment to the business and your efforts 
to achieve the company’s goals, and that they also understand their own role in achieving the goals 
too. 
 
Likewise day to day management needs to continue with people working remotely. Your team want 
and deserve to know what is expected of them in terms of outputs each day. Be very clear about your 
expectations with your team members and review progress regularly.  

Day to day work 
 
Of course, some of the day to day processes in running an efficient Broker business need to change 
when everyone is working remotely. While much of the work carried out by many Brokers today is 
online and cloud-based, there are some processes that may not be and that are logistically more 
challenging when not in the office. These may need to be tweaked. 
 
The starting point is to identify all of the processes that are carried out by the team, from initial 
quotations for new business, the advice process, onboarding and through ongoing management of 
clients. There will also be other support functions running alongside these – financial management of 
the business, payroll, compliance checking and a range of other processes. Review each of them, 
identify first of all which ones can seamlessly be continued remotely. For the remainder, a new process 
needs to be documented and agreed with your team, so that you clients continue to experience as high 
a service level as possible.  
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Working on projects 
 
Many Broker firms have taken the opportunity with staff working remotely to assign ownership for 
those once off projects that never quite got started in the busy office. With staff working remotely and 
on their own, the opportunity often presents itself to work through some of these projects.  
 
Great progress has been made by lots of Broker firms in reviewing their business processes, carrying 
out a website overhaul and finally carrying out that piece of research or survey among clients that you 
have long promised to do. This can be very rewarding work for individual team members, as they can 
achieve great individual recognition for the successful delivery of such a project.  

Consider your new technology needs 
 
The technology used across Broker businesses varies widely. With these businesses working remotely, 
their needs going forwards also change. For some, this has resulted in a rush to get laptops and other 
equipment out to colleagues to enable them to work effectively. For some unfortunate Brokers, they 
face the added challenge of people working remotely without adequate broadband.   
 
However since Brokers started working remotely, they have shown huge resilience and great 
innovation in making technology work for them. Migrating to cloud-based applications, particularly in 
the area of cloud storage where team members can access shared files remotely has delivered great 
efficiency to many businesses. Digital files that previously were available only within the office are now 
shared and accessible to all staff, wherever they are working. While face-to face meetings are often 
preferable but not a realistic option at the moment, the use of online meeting platforms such as Zoom 
and MS Teams has also allowed a continuation of “visual” client meetings. Another technical 
innovation that has been embraced by many Broker businesses is the enablement of digital “dry” 
signatures by clients, which has brought greater flexibility and better service standards to businesses.  
 
Should a Broker believe that there is room for further technical improvement in their business, we 
strongly suggest that you engage your team in identifying and implementing these solutions. Involving 
them early increases their commitment to the new technology and process. When choosing new 
technology, we also suggest that you talk to other Brokers who may already have adopted the same 
solutions. The Broker community may be the strongest and most collaborative sector in the economy 
for ideas sharing and helping each other.   

Goal setting 
 
One of the key tasks of effective management is goal setting. Some team members thrive when given 
crystal clear objectives and work diligently towards them. Others may not be so goal oriented, but you 
still require the achievement of goals for your Broker business to succeed. This can become more 
challenging in a remote environment. Distraction is all around your team, and without clear goals there 
is potential for their focus on work to drift.  
 
In this new work environment, it is very important to develop an effective goal setting mechanism. 
Goals should include long term objectives around the achievement of business targets, service 
standards and other important KPIs. However with team members who may struggle to stay focused 
on work while working remotely, more short-term goals are also required. These may commence with 
the conversation every week or even every day or two to agree short term outputs. These might 
 relate to communication with clients, customer service tasks or other important day to day activities.    
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Performance management 
 
Building on goal setting, it is very helpful to have a structured performance management process in 
place. Your people deserve effective performance to be recognised and rewarded. It is easy for this to 
get forgotten when people are working remotely. Many Broker businesses have processes in place 
where the goals of each individual are reviewed in one to one meetings, often every quarter.  It is more 
important than ever that these continue to happen in this new work environment.  
 
Of course these meetings are a very useful, formal setting in which to highlight any underperformance 
and to agree remedial action. These meetings can help to reset the dial, to remind any 
underperformers that while the work environment may be different, the goals of the business still 
need to be achieved and they need to play their expected part. Without these meetings, 
underperformance can drift and become the norm.  

Keep the team together 
 
Turning to the team as a whole, you have probably spent many years building the individuals in your 
business into a strong and cohesive team. They probably work very well together in the office, helping 
each other through the peaks and troughs of their individual work pressures. This team dynamic is 
more difficult to achieve when everyone is working remotely, and definitely requires more effort on 
your part.  
 
Regular team meetings carried out using Zoom or MS Teams play a really important role today.  This is 
a valuable opportunity to get the team together and talk through all of the opportunities and 
challenges that everyone is facing, both in terms of managing and growing the business and also in 
terms of working remotely. It is really important that these meetings happen frequently, maybe every 
week, two weeks or monthly at the outside, and also that they are scheduled so that the whole team 
sees that they will continue to happen.  
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Communication 
 
Working remotely from the office can also create uncertainty for people as they lose some visibility of 
the progress of the business. This uncertainty is not helpful, but thankfully can be managed. Whether 
it's at team meetings or through other communication channels, keep the team informed of the 
progress of the business. Let them know if income and profit targets are being achieved, how recurring 
income is holding up and hopefully increasing, and the performance of other key metrics.  
 
Also keep the team in touch with the strategy of the business and changes that you are considering in 
light of the new working environment.  Apart from the trust in you that will ensue, the likelihood is that 
you will get helpful and valuable input from your team members. Keep them abreast of changes in the 
marketplace too as they may not be on relevant mailing lists and will be missing out on the everyday 
anecdotal updates in the office.  

Team building 
 
Another area that suffers through remote working is the all-important sociability that happens in the 
office environment. Don't just assume that this is simply lost, instead tackle it as a team. Look for ways 
to keep in touch and have a laugh where clients and work processes are not discussed. This might be a 
remote social hour on a Friday over Zoom where everyone grabs a coffee and just shoots the breeze. 
 
A really important leadership role for you in team building is to remember to show your gratitude to 
your staff for adapting to a new work environment.  Don't forget to say thank you to them, consider 
from time to time giving or sending them a small surprise gift to show your gratitude. A nice bottle of 
wine or box of chocolates on a Friday will go a long way.  

                                                                                                                                             

 

 

 

 

 

                                   
 



 
 

13 
 
 

MEETING THE NEEDS OF YOUR EXISITING CLIENTS 
 
We will now turn our attention outside of the four walls of your business and will consider your more 
distanced interactions with your most valuable asset, your clients. In this section we will assess how 
remote working might change the proposition you offer to your clients, your processes in delivering a 
superior service to them and the actual services that you offer to them.  

Realigning your Client Value Proposition (CVP) 
 
In our previous booklet, “A guide to writing a customer value proposition“, We set out some of the 
steps you might consider in developing your CVP. Now that you are working remotely, it is timely to 
review how this impacts the value that you bring every day to your clients. There are a number of areas 
that you may wish to reconsider in light of your changed work circumstances.  

The value you bring  
 
You bring lots of value to your clients both in terms of the better outcomes and results that your advice 
helps them to achieve, and also in the positive impact your advice has on their emotional wellbeing. 
While the tangible impacts of achieving greater wealth, protecting their family financially against 
unforeseen events and planning for a more enjoyable retirement may not change, the emotional 
factors as a result of everyone working remotely indeed may change.  
As a result of the COVID-19 pandemic and the ensuing volatility in investment markets, a lot of 
uncertainty was introduced into people's lives. This was made worse for many people whose incomes 
were badly impacted or indeed may have lost their incomes altogether. Your clients now had new 
emerging concerns about their health, their wealth and indeed their financial future. It is very 
important for Brokers to recognise this and to understand the enormous value that you can bring in 
terms of giving clarity to people about their financial future and reassurance that they have an expert 
in their corner. This should be a core element of your CVP.  

Your advice process 
 
This applies to both new and existing clients and it is very important to review it in light of the new 
remote working environment. Discovery meetings will typically happen now using Zoom or MS Teams 
and data will likely need to be gathered remotely too. Brokers need to consider ways to make this as 
easy as possible for clients. While some may be sending out documents to be completed, scanned and 
returned, there are opportunities to investigate the use of editable online documents too. These can 
be further supported by the use of digital signature technology.  
 
While the development of a financial plan and recommendations will be carried out by you away from 
the client as before, thought needs to be given to the presentation of the financial plan and / or your 
recommendations. Again, this typically happens now by remote meeting and by sharing your screen as 
required. Some Brokers are using online file sharing and storage solutions to seamlessly provide 
documents to their clients.  
 
As a client moves to implementation of your recommendations, again making this paperwork as easy 
as possible will add significantly to the client experience. This can be achieved by easy sharing and 
completion of documents, and again the use of digital signatures.  



 
 

14 
 
 

Your ongoing services  
 
Previously most Brokers offered a review meeting to all of their clients or specific segments of clients 
at least annually. These usually took place face to face in your office, or at the client’s workplace or 
home. In a remote environment, this is no longer possible, and these meetings are now being offered 
and carried out with clients using Zoom or MS Teams. 
 
The positive impact of this is that Brokers now can carry out more review meetings than before, as 
there is no travel time involved in these meetings. There is a significant opportunity to enhance your 
proposition by being able to offer review meetings to an increased number of clients.  This might 
require a review of the segmentation of your clients.  
 
It may have been in the past that only “Gold” clients had review meeting every year. This may have 
been driven as much by your capacity as anything else.  Now that your meeting capacity has increased, 
it may be possible to either increase the number of “Gold” clients or also offer review meetings to your 
“Silver” clients. 
 
 As you are now not spending time travelling between client meetings, you have a great opportunity to 
put this additional time to work. Quite a number of Brokers have remarked how many more clients 
they are able to talk to while working remotely. A lot of this contact is simply over the phone. However 
each of these conversations are potentially really valuable to your clients, as it reassures them of your 
interests in their financial life and reminds them of your commitment to help them achieve the very 
best outcomes.  
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Communicating Effectively with your Clients 
 
This section should be read in conjunction with Broker’s booklet “The Broker Guide to Marketing 
Excellence”. That booklet sets out a comprehensive approach to marketing planning and also considers 
in detail each of the marketing activities that may be used by Brokers.  
 
In this section we are going to focus on a few of the marketing activities that will serve Brokers well in 
communicating with their clients while being distant from them. As face to face meetings and other 
interactions are not happening, it is more important than ever to have a structured approach to 
communicating regularly and to demonstrate ongoing value to your clients.  

Email newsletters 
 
Email newsletters are a very effective means of communicating and adding value to your clients. They 
offer you the opportunity to provide useful insights and indeed educate your clients in all areas of 
personal financial planning. They can also be used to reassure clients as needed in volatile market 
conditions and keep them informed of new developments in the market. Of course different clients 
interact with email newsletters differently. Some read them from beginning to end, others only dip in 
and out from time to time. However in every case your brand lands in their inbox each time, with this 
alone keeping you on the radar of your clients.   
 
The single greatest challenge with email newsletters is developing the content. This requires a 
structured approach with time given at the outset to developing a content calendar. Then it requires 
commitment to deliver every planned issue, on time, in line with your desired frequency of newsletter. 
Very few Brokers feel that a monthly newsletter is required. Most tend to issue newsletters bi-monthly 
or quarterly. Developing the content should not fall on one member of your team as the task is too 
great alongside their normal day-to-day work. Instead, spread it around and if this approach is still not 
delivering the required consistency of content, look at options to outsource the content generation.  

Social media  
 
Social media also offers lots of opportunities to stay out in front of your clients. The challenge here is to 
ensure that the content you are posting connects with the people you want to engage with. Your goal 
should be to engage and educate, as opposed to selling. Social media offers a great opportunity to 
remind your clients of the expertise you bring in helping them improve their financial lives.  
 
The most popular platform for most Brokers whose target market is often business owners and 
professionals is LinkedIn. While similar in function and format to Facebook, LinkedIn is a more suitable 
platform for discussions and content about personal finance matters. When users are scrolling through 
their LinkedIn feed, they are typically seeking out valuable and non-frivolous content. Whereas some of 
your clients may have come to you for advice in a specific area, this gives you the opportunity to give 
them a sense of the breadth of your expertise.  
 
Twitter is another platform that many Brokers are using very effectively. It offers the opportunity to 
easily commence discussions, share links to interesting content and to attract new followers to your 
content from outside your network.  
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Webinars 
 
2020 was definitely the breakthrough year for Broker hosted webinars for clients. With the wide 
adoption and acceptance of using Zoom and MS Teams in particular, many Brokers gained the 
confidence to deliver webinars to clients. These webinars offer a fantastic opportunity for Brokers to 
deliver a visual and engaging experience to clients. Whereas before, enormous effort would have been 
expended in arranging and hosting a physical event for clients, arranging a webinar is a far less 
daunting prospect. With the relationships that you enjoy with such a wide range of business partners 
from product provider and fund management companies, you also potentially have access to 
extremely interesting speakers whose expert insights will add a lot of value to your clients.  
 
Another opportunity is to partner with a legal or accounting firm in a co-hosted webinar to which you 
both invite your clients. This broadens the range of possible topics to be discussed and also offers 
opportunities for you to impress and engage with potential new clients.  
 
As part of these webinars, a number of Broker businesses have expanded their discussion topics with 
clients into areas of wellness and health. These areas again have often been delivered in conjunction 
with expert speakers, adding more thoughtful insights to your clients.  

Get creative 
 
This is never a problem for Brokers, who are very active in finding new ways to engage with and exceed 
the expectations of clients. While working remotely, we have seen quite a number of Brokers who have 
used video very effectively with existing clients. Some videos have been very well-produced videos 
about specific products and services.  
 
Others have been “in-house” productions on very topical subjects – the impact of the pandemic, the 
flux in investment markets or other such topics. While the production standards may be lower, these 
in-house videos are often just as effective if the topic and the message are excellent.  
 
We have also seen a growth of personal finance podcasts. While these seem quite an undertaking 
initially, with practice they become much easier to produce. As your clients are encouraged to get out 
and take exercise, how better can they use that time than listening to your podcast as they walk!   
 
The challenge with videos and podcasts, like all other forms of content is in actually producing them. 
However once this is done, there are many channels to get your content out to as wide an audience as 
possible – your website, email, newsletter, social media etc.  

Surprise! 
 
Finally, as you are not meeting your clients face to face and indeed are not bumping into them as you 
used to when out and about, your opportunities to remain on their radar are reduced. Some Brokers 
are coming up with creative ways to remind clients that you are there for them. Some have gone back 
to sending birthday cards again, others are sending nice bottles of wine with a personalised note to 
their top clients on their birthdays. A little gift out of the blue is always really appreciated, particularly 
in these times of reduced social outlets! 
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BUILDING NEW CLIENT RELATIONSHIPS WHILE SOCIALLY DISTANT 
 
Building a steady stream of new client relationships is the lifeblood of many Broker businesses. This has 
been particularly challenging for Brokers in recent months, as apart from the economic challenges that 
are currently being faced by many of your prospective clients, remote working makes new client 
acquisition more difficult.  
 
However many Brokers have adapted quickly to this new environment and have found innovative 
solutions in meeting and engaging with new clients.  

Stay visible 
 
Brokers are typically very strong at getting out and meeting with their target markets. With this face to 
face contact not possible at the moment, many are finding new ways of raising the profile of their 
brands and of meeting new prospects.  
 
Most Chambers of Commerce and local business groups have moved their meetings online. These offer 
opportunities to Brokers to pick an interesting topic to discuss with the network. While the topic may 
be broad, the purpose of it is to enable you to demonstrate your expertise and to raise your profile. 
You can then offer your audience the opportunity to receive information from you on similar topics 
covered in your client newsletter, which you will make available to them. 
 
If you have a visible office presence in the centre of town, it may be worth having posters in the 
window talking about the services that you offer remotely including an initial remote meeting at your 
expense.  
 
It is also worth considering if there are suitable local sponsorships or Corporate Social Responsibility 
(CSR) initiatives that you could become involved in and that will help you to raise the profile of your 
business. These may be particularly powerful if they relate to challenges faced by people as a result of 
the current social restrictions.  

Digital solutions are as relevant as ever 
 
Remote working If anything has increased the power of digital marketing. As some traditional 
marketing activities such as events are no longer possible, the loss of these can be mitigated through 
increased digital activity. The digital tools mentioned earlier aimed at existing clients are relevant here 
too. Inviting local business owners to a relevant webinar and inviting prospective clients to receive your 
newsletter can only help to raise your profile.  
 
Consider relevant content that can be shared via social media that will help to raise your profile among 
your target market. Digital advertising opportunities should also be considered.  

Referrals and Partnerships 
 
Seeking and receiving referrals from existing clients is often a significant source of new client 
relationships for Brokers. However as face to face meetings are not happening at the moment, some 
have seen a fall-off in the number of client referrals. To overcome this, first of all you need to continue 
to have lots of conversations with your clients. Then as part of these conversations, it is useful to steer 
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the conversation to highlight situations where you have assisted friends of other clients. These are 
effectively verbal case studies that you can use to highlight areas where you can help other contacts of 
your clients.  
 
Similarly with introducer relationships such as with accountants, some Brokers have seen these go 
quiet as a result of not meeting in person. Now is the time to stay on the front foot with these 
introducers. Find a reason to contact them and then as part of the discussion, talk about situations 
where you have assisted business owners to reduce tax or invest company reserves wisely or other 
such business solutions. Your goal is to prompt the introducer to discuss a similar challenge that they 
may be facing with one of their own clients.  
 
With these introducers, you can also explore the potential for their involvement in webinars that you 
are hosting or indeed you can discuss the possibility of a co-hosted online event. You can also offer 
them the opportunity to place a guest article in your company newsletter, giving them the opportunity 
to promote their own business. They may then reciprocate and involve you in one of their own 
marketing activities. At the very least, it will deepen your relationship with them.  
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SUMMARY 
 
 
Remote working has definitely created a new range of challenges for Brokers. However unlike many 
other business sectors which have effectively closed down, thankfully this is not the case for you. Your 
clients need you as much today as ever, indeed many of them will need you more than ever as they 
deal with the fallout of their changed financial circumstances.  
 
We have considered a number of the challenges for Brokers in this new way of working. We have also 
identified some of the opportunities that exist. Our first section considered the impact of remote 
working for you personally, both in a practical sense and in terms of your wellbeing. We then 
considered some of the ways in which the effectiveness and efficiency of your business can be 
increased.  
 
We also covered the impact that remote working has on your team and how you can support your 
team through this change, while continuing to drive your business forwards. This led into how your 
proposition may need to change as a result of remote working, and how this impacts your dealings 
with your clients. We then set out a number of initiatives in relation to serving the needs of your 
existing clients in this remote environment.  
 
Finally we considered the challenging area of attracting new clients while not out among your target 
audiences. There are a number of activities that you can consider committing to, in order to deliver a 
continuing stream of new clients. We covered how you can remain visible while at a distance from your 
target market, some of the digital tools that deserve your attention and finally how you might assist 
your existing clients and partner introducers to identify suitable contacts to refer to you.  
 
This current environment of forced remote working will not be with us forever. However many Brokers 
will take the positive elements of remote working and carry them forwards into their business in the 
future. When the world returns to normal and without social restrictions, Brokers will resume their 
skilled face to face approach. Those who do so along with bringing forward the positive remote 
working activities are likely to thrive.  


