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EXECUTIVE INSIGHTS FINANCIAL INSTITUTIONS DIVISION

“We keep going
back to the
emotional part”
Three women advisors from the Financial Institutions
Division discuss their approach to building lasting and
loyal client relationships.

Listen. Include. Acknowledge. Empathy. Emotion.
These are the words that come up repeatedly when women
advisors discuss the skills, characteristics and approaches that
help them connect with clients, especially female clients. While
empathy and the ability to listen are not exclusive to women, the
evolution of relationship-based financial planning emphasizes
traits that seem to come naturally for many women.
“This profession has changed over time,” said Heidi King, an
advisor at Wilson Bank & Trust Investment Services in Tennessee.
“Women are coming in with a compassionate and educational
approach to providing financial advice. The conversations we
have with clients are not just about buying stocks, they’re more
financial planning-driven where you need to ask, ‘What do you
need?’ and then really take time to listen.”
Let’s listen, then, as three women advisors affiliated with
Raymond James through the Financial Institutions Division share
their thoughts on building relationships, working with husbandand-wife couples, connecting with female clients and more.
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The panel
ANNETTE MARTIN
Financial Advisor, RJFS
Managing Director, Fulton
Financial Advisors
Lancaster, Pennsylvania

HEIDI KING, CPFA, AAMS®
Financial Advisor, RJFS
Wilson Bank & Trust
Investment Services
Mt. Juliet, Tennessee

LAURA PEDRONCELLI
Financial Advisor, RJFS
Addison Avenue Investment
Services
Santa Rosa, California

With 19 years of experience in the financial services
industry, Annette Martin has developed a keen insight
into building professional and personal relationships. She
works closely with her clients in formulating appropriate
strategies and her experience lies in selecting investments
that match each client’s specific goals and objectives.

Heidi uses her 17 years of experience to guide clients
through life’s many transitions. Compassionate and
relatable, she helps clients build confidence in their
financial futures and lets them know they can talk to her
about anything going on in their lives.

Laura specializes in helping clients make the shift from
employment to retirement. The transition from saving for
30-plus years to being comfortable turning their hardearned money into a paycheck can be overwhelming.
She helps educate people with this 180-degree turn,
developing relationships with long-term, loyal clients.

(continued on next page)
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Q. WHAT SKILLS, CHARACTERISTICS OR APPROACHES
HELP YOU BE SUCCESSFUL?
ANNETTE: When meeting with clients I spend a lot of time
listening and trying to get a better feel for how I can help them.
I’m passionate about what I do and it’s exciting, but I also try
to be a calming influence for the clients – because, a lot of the
time, investing is new to them and it can seem scary since they
don’t know what to expect.
LAURA: It’s listening and educating – exactly what Annette said.
Listening is such an important part of this process and for me
the education part is especially important. I thrive on that. I
thrive on cutting through all the data out there and getting it
down to a simple format for clients to understand.

Q. HOW DO YOU APPROACH WORKING WITH A HUSBAND
AND WIFE?
ANNETTE: I spend a lot of time trying to determine what role
each person takes. In the older generations it was typical for the
man to handle the money and finances. I try to be respectful of
that, but I involve the wife as much as the husband. Sometimes
they are not on the same page. I’ve worked with women
whose husbands have passed away and they’re like deer in the
headlights: “I don’t know what I’m supposed to do.” I assure
them they can do this – it wasn’t that they couldn’t do it, they
didn’t have to. It’s rewarding to see these women progress from
not knowing how to balance a checkbook to asking questions
about how something is going to affect their portfolios. Using
a planning tool such as Goal Planning & Monitoring allows us
to walk through all of the changes that are occurring in their
lives and identify what we need to do. I try to put myself in their
shoes. What if that was my mom sitting there? Empathy and
sympathy are so important.
HEIDI: I make sure I see who plays what roles in our meetings.
Even if the wife tries to take a backseat, I pull her into the
conversation. I make eye contact. I never want anyone, man or
woman, to feel like they’re not part of the conversation. I don’t
want either spouse to feel neglected when we’re doing this type
of planning. With Goal Planning & Monitoring, I need an answer
from each of them. “Who’s worried about no longer having a
paycheck? Who’s worried about outliving the other?” We keep a
box of tissues on the corner of the desk because it can get real
deep real fast. We’ll be having this conversation and I will say,
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“I need to print something,” so I can leave the room and give
them a few moments, give them some space, because you can
tell it’s not a conversation they’re having around the dinner
table. Or that one spouse is trying to have it and the other is not
recognizing it. I make sure both members of this partnership
are involved – you’re going to be a more successful advisor and
they’re going to be a more engaged client.
LAURA: When things get very emotional, and perhaps
confrontational, I tell them I’ve been married for over 30 years,
I understand how difficult these things are to talk about,
especially with me sitting there. I tell them, “Just know, this
is a huge part of what I do. I’m not here just to earn you an
average rate of return.” Everything circles back to planning and
acknowledgment.
ANNETTE: The acknowledgment is that although these things
are difficult to talk about, they’re not going away. Let’s face
them head on so when it happens it’s not as threatening,
because we’ve already talked about it and we have a plan
in place.

“We let them know, ‘It’s OK

that you don’t have a full grasp on
what’s happening, but we can
help you. That’s what we do.’”
– ANNETTE MARTIN, FINANCIAL ADVISOR, RJFS
MANAGING DIRECTOR, FULTON FINANCIAL ADVISORS

Q. WOULD YOU SAY YOU SPECIALIZE IN SERVING FEMALE
CLIENTS?
ANNETTE: My first thought is I don’t specialize in female clients,
that it’s just women who are coming in. But once we have a
woman as a client, even if she is part of a couple, we reach
out and engage her in women’s things like a mother-daughter
sip-and-paint night. Once they are our clients, we try to
deepen that relationship. And that filters down to children and
grandchildren. So it’s not that we seek out female clients, but
that those relationships extend through the generations.
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ANNETTE: We keep going back to the emotional part. We
connect with them and they connect with us. We let them know,
“It’s OK that you don’t have a full grasp on what’s happening,
but we can help you. That’s what we do.”
HEIDI: There’s such a push these days from firms and
organizations to find your niche. Being in a bank, that’s not
always possible. I want to help anybody who walks through
these doors to meet their financial goals. Over past 15 years,
because we do lean on our compassion for women and have
catered to them in a more direct manner, I do get those referrals
– women who are divorced or widowed. We take care of those
clients. Not a niche that I focus on, but it’s become a significant
part of my book. It’s organic.
LAURA: It’s energy. Energy travels, and when you’re attracting a
type of client, they likely have similar friends and they refer you
to those friends.

Q. WHAT IS THE MOST IMPORTANT PART OF YOUR PROCESS?
HEIDI: Onboarding. That’s when I establish what they can expect
of me. And that includes that expectation there will be volatility
and tough times and that this plan will grow with you over the
next 15, 20, 30 years. Setting those expectations upfront has
been most impactful for me and my clients.

Q. HOW DO YOU COACH YOUR CLIENTS THROUGH THE
HIGH VOLATILITY THE MARKETS HAVE EXPERIENCED?
ANNETTE: That’s where our planning tool comes into play.
I refer back to that a lot and say, “Even with everything
happening today, when we pull up your plan, the outlook has
changed from 95% to 94% successful. Your account value has
dropped, but your plan is still successful. We want to make sure
the portfolio you’re in matches the amount of risk you’re willing
to take. When we have some recovery, do we need to make an
adjustment to your portfolio? But your plan is still showing you
are on track to reach your goals.” You see the big sigh of relief
that comes over them: “Thank you for sharing that plan with us
once again.” Planning focuses the conversation on the goals. It
takes it off portfolio performance and brings it back to what’s
important to the client.”
LAURA: That’s what I’m doing every day, telling clients, “We
planned for this. It’s going to happen four, five, six more times
while you’re retired. It’s going to feel awful each time. It’s going
to feel different each time. But, remember, we planned for this.”
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An interview with
Renée Baker

The head of Private Client Group Advisor Inclusion Networks shares
her perspective on the firm’s distinctive culture and the importance of
supporting advisors from underrepresented communities.
Q. How is the firm’s commitment to diversity, equity and inclusion among
financial advisors impactful for the many advisors who affiliate through the
independent channel, including the Financial Institutions Division?

Renée Baker , DBA, RCC™
Head of Private Client Group
Advisor Inclusion Networks

At Raymond James, our vision is to be a financial services firm as unique as the people we
serve. That’s not limited to the work we do for associates – it extends more broadly to our
financial advisors and the communities they proudly serve and represent. Our commitment
to diversity, equity and inclusion is central to the firm’s larger commitment to putting people
at the forefront of everything we do.

Q. How are the Advisor Inclusion Networks an extension of the Raymond
James culture?
One of the things I appreciate most about Raymond James is that culture is not just a
word here. It’s in our DNA. We live it. With our collective efforts around diversity, equity
and inclusion, one thing that differentiates us is our commitment throughout the firm to
help recruit diverse advisors, work closely with them and support them in growing their
businesses. It separates us from the sea of sameness when it comes to diversity, equity and
inclusion and how we hope to impact the sustainability of the financial planning profession.
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Q. The firm has four Advisor Inclusion Networks:
the Women Financial Advisors Network, the
Black Financial Advisors Network, the Pride
Financial Advisors Network and the Veteran
Financial Advisors Network. What role do advisors
play in shaping the direction of these groups?

something special when you think you’re the only one, and
you come to a symposium and you experience the vast number
of advisors who are like you, who are looking to grow their
businesses with support from the home office and support
from each other. It’s such a special event that is unique to
Raymond James.

Raymond James is truly an advisor-centric organization. One
of the great things about the Advisor Inclusion Networks
is they are advisor-led. Each of our networks is led by an
advisory council of its members. We’re also driven by what
we do to support our advisor communities. When an advisor
joins the firm, they‘re always a bit surprised to discover that
we are actually advisor-centric. It’s not just something we
say. It’s something we do.

Q. The Women Financial Advisors Network is
nearing its third decade. Was Raymond James
among the first to have a network that supported
women advisors and encouraged women to
consider careers in financial services?

Q. In addition to helping advisors connect with one
another, the networks offer a forum for advisors –
whether in a branch setting or a financial institution
– to connect to firm leadership. Is that by design?
Yes, a day with advisors is a day well spent. In my role, I have an
opportunity to have conversations with advisors and listen. It’s
important to have that dialogue and understand their needs.
That partnership is so important to everything we do. Our Advisor
Inclusion Networks, and the advisory councils, are an integral
part of our success in serving the needs of our financial advisors,
and it’s key to our ability to evolve and be stronger together.

Q. How do the networks enable advisors to express
themselves?
We love when advisors can show up and be their best selves.
We provide resources across the firm that allow advisors
to focus on the uniqueness of their businesses, and that
uniqueness expands to their clients. We offer a range of
resources to help advisors express their individuality through
their websites and marketing materials.

Q. How do the networks help bring people together
to create communities?

We were among the first – how many firms can say they’ve had
a network committed to supporting women financial advisors
for 28 years? One of the things I’m always pleased and excited
about is how many of those trailblazing women, who had
the vision to start the network in 1994, are still part of the
network today. We have such a wonderful opportunity with
our Women Financial Advisors Network and its advisory
council – our goal is to help recruit and retain women financial
advisors to the profession, support them on their journey
and help them to be successful growing their businesses and
building their practices.

Q. What lies ahead?
When it comes to increasing representation for diverse financial
advisors, we recognize that we have an opportunity to do even
more at the firm and within the profession. I’m an optimist, so
I like to acknowledge the progress we’ve made and continue
to make in changing the perception of what it means to be a
financial advisor and be part of this profession. We have a lot of
great work ahead. It’s an exciting time, not just for our Advisor
Inclusion Networks but for Raymond James as we continue
to grow in our commitment to diversity, equity, inclusion and,
importantly, belonging. I believe that what we’re doing will be
sustainable beyond today. We’re planting seeds for the future
and it’s exciting to know Raymond James will continue to lead
the way.

One of the ways we do that is through our symposiums.
Each network has an annual symposium. It’s a wonderful
opportunity for advisors to come together, to network, share
best practices and to learn and grow. I have to tell you, there’s

7

EXECUTIVE INSIGHTS FINANCIAL INSTITUTIONS DIVISION

Meet Kelly Corah
Kelly Corah of Addison Avenue Investment Services
shares the value of her team’s affiliation with the
Raymond James Financial Institutions Division.
Q. How does Addison Avenue benefit from its affiliation
with Raymond James and the Financial Institutions
Division (FID)?
We joined Raymond James 10 years ago – in fact, we just
celebrated our 10-year anniversary – and we joined FID for
several reasons. First of all, the support we receive from the
structure of the FID regions allows us to have operational
expertise and compliance expertise, as well as program and
sales management expertise. And that’s really important to us
with a program our size and with our vision for Addison Avenue.

Q. How has the collaboration between Addison Avenue
and the FID team enhanced your business?
Their analysis of our program every six months gives us greater
insights into our potential for client and asset growth and
continued revenue diversification. They also partner with us
on our segmentation efforts to ensure we continue to provide
the most appropriate level of service based upon a number
of factors, many of which are unique to a mature credit union
investment program such as ours.

Q. How does the FID team help you recruit advisors who
fit your business model?
The recruiter assigned to Addison Avenue has gotten to know us
on a personal level and has taken the time to meet with some of
our longest-tenured advisors and understand what makes Addison
distinct, because we are a bit unique in our structure. Being a
credit union, we’re owned by the members, so we operate a bit
differently. The recruiter takes the time to understand what we
are trying to solve for and uses that information to effectively
recruit for us. We’ve had terrific success with that.

Q. How does the reputation Raymond James has among
financial services firms strengthen your relationships
with clients?
Being able to tell the Raymond James story and how it aligns
with the Addison Avenue values is really compelling. If we’re
working with a prospect or a longtime client who is looking for
something more from us, bringing Raymond James into the
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KELLY CORAH
Financial Advisor, RJFS
Senior Vice President
Addison Avenue Investment Services
Beaverton, Oregon

conversation and describing the services and support we receive
is something we can be proud of. The strong reputation Raymond
James has in our industry has helped us solidify our relationships
with clients and helped us grow.

Q. Raymond James is committed to providing integrated
technology tools that are designed for advisors and with
input from advisors. How does the firm’s technology tools
support your practice?
Raymond James technology has allowed us to enhance our
relationships with our clients and do things we hadn’t been able
to do previously – it’s a difference-maker in the industry. The
future of technology at Raymond James is really exciting and
something we embrace. We raise our hand early and often when
there’s an opportunity to pilot something new that we know is
going to benefit our team and our clients.

Q. What technology tools does Addison Avenue utilize and
how do they help you serve clients?
When we joined Raymond James, we made a strong push with
our entire team to really embrace Goal Planning & Monitoring
(GPM), the financial planning software Raymond James makes
available. That has yielded deeper, more committed relationships
with our clients. Understanding where their assets are allows us
to do more life-stage planning with our clients and really allows
us to have meaningful conversations with them. Raymond James
provides us with tools that are clean and easy to use – it’s a winwin.

Q. How is the culture at Raymond James a differentiator
for you and your Addison Avenue team?
At Raymond James, there really is a client-first mentality. We’re
a client of Raymond James. Every decision the firm’s leaders
make is about strengthening the relationship they have with
us and our financial institution, and how they can help solidify
the relationships we have with our clients. That oozes out of
everything Raymond James does and is one of the main reasons
we continue to have the strong partnership we have with
Raymond James.
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TechCorner
Tech that connects (even when you’re unplugged)
•

eSignature: This efficient and secure mobile-friendly
application obtains electronic signatures for eligible Raymond
James forms. E-delivery of new account paperwork allows you
to open new account relationships quickly and securely
without the need to fax, print or mail a single document.

•

Video conferencing: Connect with clients easily and from
anywhere through Zoom’s mobile capabilities.

The Raymond James Advisor Mobile app offers seamless access
to key client, market and business data, putting the resources
and information you rely on most at your fingertips, from
wherever, whenever. That means from the comfort of your
office or on the go.

•

Vault: Vault allows quick, easy and secure storage for a
variety of file types. You and your clients can use this
collaboration tool to build stronger relationships by
organizing important documents and using the comment
feature to initiate conversations.

•

CLIENT ACCESS

Raymond James provides secure digital tools designed to help
advisors maintain their businesses and client relationships.
More than ever, that work is being done outside the framework
of a traditional office. To ensure you can offer the level of service
your clients have come to expect from wherever you are, there’s
Advisor Mobile.

THE BENEFITS OF ADVISOR MOBILE

Key client information: Quickly access client and account
information, including account balances, holdings,
performance, recent trades and even upcoming birthdays.

•

CRM integration: Seamlessly track email conversations,
view/add notes and assign tasks to teammates.

•

Real-time dictation: Voice recognition is built in to the app to
dictate notes from the conversations you have with clients
and store them seamlessly in CRM.

•

•

Customizable reports: Run and view customizable client
reports and report packages on the go with your mobile
device – and print them with Apple AirPrint. You can also
securely email reports to clients from Advisor Mobile with
smart data-masking capabilities.
Advisor Texting: You have the option to text your clients
directly from Advisor Mobile. Fully compliant with industry
regulations, Advisor Texting automatically saves all incoming
and outgoing messages. Clients receive texts as they would
any SMS message.

A SUITE OF MOBILE TECHNOLOGIES

We know your clients appreciate accessibility as much as you do,
which is why we provide them with robust, flexible digital tools as
well. Our user-friendly apps and mobile-optimized sites allow
clients to take advantage of complimentary, secure access to their
Raymond James accounts whenever and wherever they want.
Client Access connects your clients to their accounts from any
device. From the mobile app or an internet browser, clients can
monitor goals and view statements and documents, among
many options.
•

Mobile check deposit: Conveniently deposit checks using
the camera on a smartphone or tablet.

•

Secure file sharing: You and your clients can easily share
documents securely, take notes and view updates to the
document in real time.

•

Paperless delivery: Important documents such as statements
can be sent via e-delivery to guard against identity theft and
reduce paper waste.

•

Funds transfer: Clients can easily move funds between
Raymond James brokerage accounts or send funds to and
from accounts at other financial institutions.

•

Bill pay: Clients with certain account types can securely
manage their bills from anywhere.

•

Goal planning software: Clients can access their financial
plans, review their goals, track progress for achieving those
goals or even dream a little.

There are additional tech tools you can access from anywhere.
•

Mobile email and calendar: You can use a personal mobile
device to receive and send Raymond James email, access
work contacts, view and modify your work calendar and more.
We use a separate system to protect data on mobile devices, so
there is no need to log in to the Raymond James network
again – with one easy setup, you’re always connected.
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Inspiring events
Each year, the firm sponsors several events to help advisors connect with home office resources and one another.
These conferences and symposiums give advisors the opportunity to learn from experienced professionals and
hear about strategies to strengthen their practices and enrich their client relationships.

ELEVATE
To help advisors thrive in today’s investment business world, Raymond James
Financial Services provides its annual national conference – ELEVATE – where
advisors connect with peers and firm leaders, expand their knowledge and
explore new ideas. At ELEVATE, creativity is always key, and the 2022 event in
Nashville, Tennessee, was no exception. Advisors had the opportunity to share
ideas with peers and benefit from myriad presentations by industry partners
and various departments across the firm. Sessions, panels, TED-style talks and
more shed light on everything from technology to professional development
to compliance, supervision, interest rate sensitivity and variable annuities.
Additionally, the Financial Institutions Division had exclusive events tailored to
the needs of bank and credit union investment programs.
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EMPOWHER
Held in Newport Beach, California, the inaugural EmpowHer event provided
women advisors from the FID Western division and the ICD Western and Central
divisions the opportunity to connect with one another and strengthen their
practices. Invitees enjoyed educational sessions and inspiring speakers.

WOMEN’S SYMPOSIUM
For over 28 years, the Women Financial Advisors Network has shared knowledge,
inspired growth and challenged each other to elevate our industry and build the
best businesses possible. We’ve taken great care to ensure the resources offered at
Raymond James reflect the needs of every advisor at the firm – and all who may
one day join us. The 28th Women’s Symposium, held in Tampa, Florida, connected
advisors from all affiliations across the country to share their best practices and
exchange knowledge. Attendees enjoyed engaging sessions, participated in study
groups, learned from peers and heard inspiring keynote speakers.

Click here to view highlights and
recordings of the symposium
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Raymond James Financial Institutions Division
The partner for bank and credit union investment programs

FID offers the spectrum of sophisticated services – including integrated technology, wide-ranging
resources and a specialized financial institution support team – every partner needs to build or expand
their investment programs, deepen relationships and generate new opportunities.
FINANCIAL INSTITUTIONS DIVISION1
Service centered on community

75 billion+

$

Boutique-level service and
robust resources

in client assets1

• Production per advisor: $770,0001

900

• Average client assets under management:

$116 million1

financial advisors

• Ratio of advisory business: 62%1

150

• Ratio of recurring revenue: 82%1

financial institutions
As of Sept. 31, 2022
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Resources at an impressive scale

1.16 trillion+

$

in client assets1

1%

regrettable
advisor attrition

1.4:1

2x

advisor-to-associate ratio

8,600+
financial advisors

the required
capitalization

420 million

$

spent on technology each year, on average

As of Feb. 22, 2022
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