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Dear Fellow Entrepreneur,

We are thrilled that you have joined us here at AES Nation, where we're dedicated to accelerating
entrepreneurial success—your success.

We hope you find this transcript to be a valuable supplement to the podcast and encourage you to share
it with like-minded entrepreneurs in your network.

In addition to our five-times-a-week interviews with leading entrepreneurs, keep in mind that we have
plenty of other resources to help put your success on the fast track:

e Our monthly live, interactive webinars co-hosted with Dan Sullivan of Strategic Coach feature
today’s top entrepreneurs. These are world-changing entrepreneurs who have the insight to help
transform your business.

e Ourvirtual conferences showcase business leaders and experts in elevating your success and
your life. These one-day online events give you access to the in-depth presentations and
interaction that you'd get at a live conference from the comfort of your office or home.

e The AESNation.com weekly newsletter will always keep you on top of the latest interviews and

events. Sign up here.

Thanks for being part of the AES Nation community. We’'ll see you online.

Best of success,

John Bowen
Co-founder, AES Nation
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John Bowen: As entrepreneurs, I'll tell you, we have the opportunity to live unbelievably great
lives, but there's one thing that frustrates each and every one of us. It's losing a client. We
hate losing clients. When you see those clients leave, or sometimes even worse is when they
stay, but they're not really using you, and they're not getting that full value, and they're not
sharing their friends with you. What if you could convert your clients, your customers, through
the value you deliver in the relationship you're bringing to become super fans? Would there
be value there? | got to tell you, there is huge value if you and | can do that.

Well, | was recently at a Mastermind group over at Frank Kern, one of the top internet
information marketers. We were over at his home. It was a small group of six entrepreneurs,
and this, my next guest, he is a remarkable entrepreneur and he's sharing with the whole
group what he's doing. Matter of fact, at the end of the meeting, Frank just hired him. The
reason | just wanted to bring him online right away with you and to share his insights because
he has gone ahead and put the system together to help your clients become super clients, so
they become marketing apostles, raving fans, and they want to share you not only with
themselves, consume what you're doing, but share you with their friends. You don't want to
miss this. I'm John Bowen. I'm co-founder of AESNation and we are all about accelerating
success, and there's nothing better than doing it with super fans. Stay tuned.

Purdeep, | am so excited to have you here today and to share you with our audience. You
are making a big difference in helping fellow entrepreneurs, like myself, like Frank Kern and
others create super fans who buy more, spend more. They really refer like crazy. This is the
dream of every entrepreneur, so thank you for making the time.

Purdeep Sangha: Oh, thank you. It's my pleasure.

John: One of the things, before we go too far, and | know you have a new book coming out
and | had the opportunity to read it, a galley of it, and it's going to be out by the time of this
recording on Amazon. We'll go into that a little bit, but give me the backstory. | mean, how did
you get so excited about creating super fans? How did you get to the point that you and | are
hanging out at Frank's house and driving around in his Rolls-Royces in San Diego, and having
lunch and creating all of these grand schemes together?

Purdeep:Yeah, it's actually a great question. It's been a journey for me, which has been, |
would say super exciting, especially over the last six months. | come from the corporate world.
Part of my role in the corporate world was to help my organization, at that time, to convert our
client base into super fans. This was perfect for me because this was my passion for the last
decade. Outside of what | was doing, | was a sales executive, | was a marketing executive,
an operational executive, but the whole customer experience was my passion. When | started
to look at what the best organizations are doing, for example, Apple, the Disneys, the
Netflixes, all of the classic ones that you take a look at, | studied them thoroughly and it all
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came back to one concept was all of these concepts are extremely excellent at converting
their clients into super fans. That what makes a world of a difference.

When you can convert your clients to the ones to super fans that buy more, the ones that are
willing to pay a premium that aren't as price conscious, to go to a competitor, for example, if
someone offers a better price offer, and they're also the ones that rave and refer, especially
on social media these days and the world has completely opened up for business owners and
entrepreneurs to create super fans because what used to take years, in terms of spreading
the word, it can only be days now or a couple of weeks for things to go viral. So, there's huge
opportunity out there. That's where | started.

As | was in the corporate world doing this and having great success, my friends would ask
me these questions, all of my entrepreneurs, | would run into people at networking events
and they would ask me questions. | would just give them hints and some tips. As it went along,
| started doing consulting on the side and | would help business owners, not to a perspective
because | was in the corporate world with enough on my plate until | got to a point where |
said wow, this is absolutely amazing. This is just a huge opportunity out there, and | want to
help as many entrepreneurs and professionals as | can. How can | do that? Which is what
led me to where | am now. My first step is obviously creating this book where | have taken all
of the knowledge, the basic knowledge, the basic fundamentals and compile it into my book,
Super Fans.

John: No, and it's a great book. | want to come back to that, but let's go over this one thing.
This is so important that all of us, as fellow entrepreneurs, understand this. It's one of those
things that we all know and we all experience it from some of the great companies you're
talking about, but | got to tell you, | also don't experience it a lot of times from many other
companies, and what a missed opportunity. When you're talking about the one thing in
creating these super fans, | want to go through and kind of ... This is something that you and
| have spent days on together. We're not going to do it in one podcast, but | mean, how do
we flip that switch so that our clients become these super fans?

Purdeep: So John, when it comes to the one thing, this was something that really popped up
at me and it kind of hit me in an instant, in terms of when we take a look at customer
experience, the word experience is what we need to focus on because that is the fundamental
basic foundation of creating super fans. Every human being in this world wants to experience
life. That's what we are programmed to do. Everything that we buy, everything that we do, all
of our hobbies are all based on things that we want to experience. And so, it just goes back
to that basic premise that every one of our clients is a human being, and they want to
experience life. For them, them doing business with us is an experience. So, what are we
doing to enhance that experience for them?
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It's a simple example. | live, actually, just down the street from a bunch of orchards. | grew up
on an orchard, myself, on a cherry orchard. | grew up in the trees picking cherries since | was
nine-years-old. I'm telling you, | wasn't having fun. In 40-degree heat, picking cherries was a
pain in the butt. But, if you drive down the street here, you see people lined up in the orchards
to spend twice as much for picking cherries, and it's so interesting. | was telling my wife the
other day. | said, "You know what? We should actually take the kids and pick cherries." So
why would people pay twice as much, sitting in the middle of the heat, and go out there and
get bitten by bugs to pick these cherries? It's because they're trying to get an experience.
People will pay more for an experience than they will for a product or service. That's the one
thing that we need to remember as service providers, or as professionals.

John: Well, you know, one of the things, | want to go back. I'm going to say, '‘cause we've got
a lot of Americans on here, too. 40 degrees, we're talking about Canada, so it can be colder,
but 40 degrees is centigrade versus fahrenheit, so it's a little over 100 degrees. Having grown
up in a rural area and doing hay, we didn't do picking up bales of hay all day at 100 degrees
with humidity, you get very clear on what's a good experience and what's not. But this one
thing, | mean, | think is such a big deal that you're doing, and | want to take it back to some
of the other kind of gurus of the client experience side. I'm thinking of Tom Piers, who is
actually a friend, but he was really wow, you got to wow people. | got to tell you, it's a little
tiresome to try to wow everybody. One of the things I loved when | was talking with you and
with the book is you're saying no, John, you don't need to wow. We can do this from being
really clear about what we're doing.

| want your help for our fellow entrepreneurs here, ‘cause | had the benefit of spending some
days with you, how we do it. | want to go through. There's so many ideas that you have and
you've done a great job putting it in the book. We'll come to that and how people can get it,
but | want to go to kind of, you and | were talking off camera, the big five things that somebody
can get started on creating this super fan type process because just the value ... All of us
have raving fans, super fans, marketing apostles. We don't have enough of them.

How do we create them so that they do buy more, they share word of mouth, all that stuff for
referral like crazy? What I love is just a reminder that you had is ... And they don't even think
of your competitor. Matter of fact, somebody brings up the competitor, they explain why you
don't want to go there, even if you're a premium price over and above that. So, the very first
thing is, number one was the end goal. Tell me what you mean by the end goal on creating
these super fans.

Purdeep: Well, you know, | have this conversation with all of my clients. When | go into their
organizations, and | take a look at what they're doing, and | talk to their staff, and I talk to their
teams, | try to determine what is their end outcome that they're trying to do with their
interactions with their clients? If they can't all tell me the exact same thing, then we know that
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we have some work to do. That single most important thing is to create super fans. That is
your biggest end goal as an entrepreneur, as a business owner, or a professional. Everybody
in your organization needs to be on the same page. It's kind of like, | think of it as a marriage.
When you're married, your biggest goal is to make sure that your spouse is happy because if
your spouse is happy, you're happy. At the end of the day, if you're both happy, you have a
great relationship. The same goes with clients. Your end goal needs to be to create super
fans.

A lot of times, | see this with businesses that are growing rapidly. They take their eye off the
end goal. So, their eye goal is towards expansion or more profits, but at the end of the day, if
you're not creating super fans while you're growing, then you're losing out on that opportunity
because you will see other companies start to pick off their customers or their clients and
make them into their super fans. We saw that in the class example was Netflix and
Blockbuster. Netflix did that very strategically with Blockbuster's customers.

John: Yeah, no. It's such a powerful ... | mean, | can still remember going to Blockbuster and
picking up movies, and then Netflix is about 35 minutes from my house where it started. It
was a little tiny place in Los Gatos, California. Now it's still in Los Gatos, but it's huge, at least
their headquarters is. That simple of listening to your customers and picking the right
customers ... | want to come back to this end goal because this is something you and | have
talked about a lot. It's really important because it's so tempting as entrepreneurs. We want to
grow, grow, grow, and take on all these clients and serve them well, and we want to create
super fans. But there's a big thing if we don't focus on the end game and we're playing in the
long game, if you will, the end goal type thing, what we end up doing is we take in the wrong
clients. These wrong clients, we can't delight, we can't satisfy to the level of creating super
fans. That's where being thoughtful and knowing this end goal is so important, you've told me.

Purdeep: Yes, absolutely. | think the biggest challenge, or the biggest factor for a successful
entrepreneur, or business owner, is utilizing resources effectively. That comes down to
opportunity cost. When you grow so rapidly and you have all of these clients that aren't your
super fans and may not ever be your super fans just because they might not be the right fit,
you're wasting ... There's an opportunity cost there 'cause you're putting time, resources,
money to service these clients, which you could be using more effectively to service the right
fit who can become your super fans.

John: Yeah. | mean, one of the things I've found is when | have the super fans, or | mean the
people who | think can become super fans, what happens, which is pretty amazing, they're
the right clients for our service. We're delivering value, and what they do is they have huge
success. That allows them to become super fans, but by consuming what we're doing and
having success. If you have the wrong clients that aren't in a position, the consumer has that
success, you just set yourself up for failure. The other thing that we all need to have this
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success is the right people. When we think of right people, every business has a little different
take, but when we started thinking and creating super fans, this is even more important than
ever before.

Purdeep: Yes, yeah. It's probably one of the most important factors. You've probably heard
the term having an internal raving culture of employees or staff, and you absolutely need that
in order to be able to create super fans. When I'm talking to clients, we look at their internal
structure first. We take a look at who they have on their teams to say, okay, are your staff,
are your employees, are they your super fans? Because if they're not, you need to turn them
into your super fans because that experience is not going to relay on to your customers until
they are. But the biggest factor for people to become super fans is having the right people.
Recruiting and hiring is 80%, or effective recruiting and hiring is 80% of the game. If you can
do those two things properly and effectively, you're three quarters of the way there.

John: Well, and | think of this and | think of how important no matter how good the leader of
an organization is, they're not going to be touching on all of the clients where it's going to be
a very small company. So, we have all our teammates that are touching, and they have all
these moments of truth, and how are they doing and are they passionate about creating super
fans? If they're not, you got to give them, and you talk about this in your book, you got to give
them the opportunity to do that because you may be changing your direction. But if they're
not up for it, | always call it releasing it for new opportunities. | don't mean that as a cruel
thing, but you're not the right organization for them. You want to let them find the right place.

The competition that's happening in today's world is just so huge. | mean, the Blockbuster
and Netflix is just a great example, but we can go on and on with so many examples of ...
Apple. Whether you love Apple or not, again, it's out here close to my house. When | was a
financial advisor, | had many Apple employees that just huge great success, but when they
weren't being success, I'll tell you, they lost their passion. Then Steve Jobs came back in, so
this is so important. This goes to the number three, which is lead by example. The CEO really
has to be, and the senior team, has to be passionate about creating super fans.

Purdeep: Yeah. That's, again, that's another important factor right there. You said it all. If at
the end of the day, the culture of the organization is a reflection of the owner or the CEO,
regardless of whether the CEO is only there a couple of times during the week or a couple of
times during the month, that culture will be an ultimate reflection. If you, and | say this in my
book, if you're passionate about creating super fans, your teams will be passionate about
them. The most important thing for an entrepreneur is to know that your teams are doing the
things that you're asking them to do when you're not around. In order for them to do that, they
need to know that you do those same things when they're not around, so you need to walk
the talk, absolutely.
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John:Well, and if you've done these, think, I'm just gonna do a quick review, you're clear on
the end goal, you want to create super fans, you've got the right people on the bus, Jim Collins
type thing, and then you're leading by example, what happens is your team starts coming up
with ideas that you, as a leader, and | can tell you this from personal experience, a great idea
is on how to create those super fans. It just becomes fun, and then number four, if you've got
all this together, four happens because number four is create processes that support this so
that it's a repeatable experience. Give us a little bit of kind of how important processes are,
and how do you actually get it in an organization because a lot of times, | think of it as so
often, particularly the wows were the one off, which makes it so hard to do. You want to have
a predictable great world class client experience that creates super fans.

Purdeep: Yeah. | think the number one factor when it comes to, you mentioned it before, it's
not so much about the wow. It's about the consistency. If you can deliver a consistent
experience that meets and even exceeds your client's expectations, you have it down pact
right there. In order to have a consistent experience, you need to have processes. I'm gonna
say it the American way.

John: No, it's okay. Well, we do have a bunch of Canadians, too. How do you say it the
Canadian way?

Purdeep: Processes.
John: The rest of the world says it processes.

Purdeep: I'll entertain the Americans. For the processes, they need to be effective, and they
also need to be written down. This is the biggest challenge | see when | go into businesses
because | will say, "Okay, so what's the experience that you provide for your clients?" They'll
say, "Well, this is what we do and this is how we do it." I'll say, "Okay, great, now show me
on paper.” Then they'll say, "Well, we don't have it on paper. It's all on here. We know what
to do." I will say the exact same thing. If it's not on paper, it's not a process. If it's not a process,
it's not an experience, so you have to have it on paper. There's great tools, and | learned this
from Toyota.

| went to Japan and spent time at Toyota, Nissan, and Honda, and figured out what their
secret is. You probably know the history of the Asian manufacturing where they overtook the
North American companies because of the efficiencies that they created. It all came down to
one thing, which was the processes that they created and how effective they were. And so, |
took that and infused that into creating an experience. If you go to Disney, Disney is absolutely
adamant. They will not create a new experience unless there is processes down that are
nailed down that are tried and tested. That is the most fundamental thing. Walt Disney,
himself, said it, that processes are the engine for a great customer experience.
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John: Well, and so many of us want to scale up our businesses and there's no better way to
scale up our business than to have the systems of processes in place that support that
experience. If you can convert ... You're never going to have 100% super fans, but if you can
have a pretty good percentage, and it doesn't even need to be that big, what should we aim
... We want to aim for everyone being a super fan, but maybe talk about just a little distinction
from being not having 100% super fans.

Purdeep: Yeah. | think that's ... If you're determined to get 100%, you're going to be wasting
a lot of time because there is no way, not even Disney has 100% of their-

John: I've showed up at Disney Land and I've been disappointed.

Purdeep: Yeah, exactly. I've been there a number of times, and there are a couple of times
where I've said, they could've done that better.

John: Yeah.

Purdeep: It's wasted time and effort. What you need to focus on is that group of people, and
you need to do an analysis of your client base. You need to determine outside of creating
super fans, what is your end goal? If it's growth, then you need to take a look at that client
base that has the greatest potential for growth and include them into that super fan category
and give them that experience. Now if it's retention or referrals, the same thing. You need to
break it down to say, which category of your clients are referring the most, and why are they
referring? They continue to give them that experience to get those referrals.

Again, it's the effective utilization of resources. | call it the 80/20 rule, but it's not necessarily
80/20. I mention that in the book. You could have 60% of your members, or your clients, sorry,
that provide 90% of your net profit. You, as a business owner or professional, need to sit
down and say, okay, what is ... Do an analysis without any bias and say, okay, what are we
looking to achieve outside of creating super fans and what group is going to help us get there?
And then, let's hit them hard and let's get them or convert them into super fans.

John: This is just so important. One part | just want to touch on, this value transfer. I'm a big
believer in capitalism and the way we, as entrepreneurs, get to do exceptionally well is by
doing well by others. How do you think of value as, Purdeep, as we go in, the creation of
super fans?

Purdeep: Yeah, this is a great topic here. My background is also in innovation. That's what |
studied for years, as well. Value comes down to what your client perceives of value, not what
you, as a service provider, perceives as value. In a lot of cases, they can be far apart. Your
job is to determine what each one of your clients perceives of value. It doesn't even
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necessarily have to do with anything to do with your product or service. It could be something
completely different, but you need to figure out in terms of what you deliver and how you can
incorporate that into what they perceive of value.

Value comes in many different shapes and forms. It could be price, it could be time, it could
be effort, ease of use, it could be durability, it could be attractiveness, it could be prestige.
There's hundreds and hundreds of things that clients perceive of value, so | would
recommend just listing as many as you can. Then as you talk to each one of your clients, just
check off the ones that you think apply to them, based on the conversation, based on their
story, based on what they are telling you.

John: Well, what | find, I mean, | find this so valuable, getting clearer on the value because
what we want to, as most entrepreneurs today, unless you're Amazon, you want to compete
on value. Amazon is competing on value, but also low cost, unbelievable operational
efficiency, which most of us are never going to get to the extent that we can get really clear
on value. This is one of the reasons why | love testing new solutions with our clients because
they give you tremendous feedback, and particularly the super fans. They'll be very good
about telling you what's working and what's not. We just released a new program, or recently
a new solution in our financial advisor coaching business. The feedback within the first two
months had us rebrand everything, reconvert to exactly their highest value, and it's really
taking off from there. This is where it's the opportunity for all of us.

Now, | want to go to a different segment. This is the book of the day. Unfortunately, because
your book is so new, | don't have a copy of it, but | want you to hold up a copy of it ‘cause you
do have it. Give us a little bit of what's inside the book?

Purdeep: Here's my book, Super Fans: How To Create Unwavering Customer Loyalty. This
is actually the first book off the press and it's kind of funny. If you take a look, you see the
white outline there. The printer's cutting machine actually didn't work, so they said, "Sorry, we
can't cut it for you," but | thought it would be a cool in my very first book, the first screw up.
But the book, itself, contains 33 goals. There's other subsequent chapters, as well, but these
are simple basic concepts that I've taken from the best organizations over the last decade of
learning, testing, trying, and executing, and getting success, and including them in this book
because one of the biggest things that entrepreneurs or professionals face is that question of
doubt.

Am | doing the right thing? Is what I'm doing making a difference? Is what I'm doing actually
converting my clients into super fans? | can tell you that if you're doing the stuff in this book,
you are absolutely on the right track. If you aren't, then | would start doing some of the stuff
in the book. It's a simple read. They're basic principles, but they're things that the best
organizations do and use.
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John: Well, and I would encourage everyone to read this and we'll come to how. But as | was
reading it, and | was reading it last night ‘cause | had just got the galley a little while ago and
in preparation for our conversation today. | read the whole book, which | normally don't do. |
only read the first chapter, skim, read the last and I'm there. Not only did | read it, but | took
notes. | really pride myself, our organization, that we hadn't been using the term super fans,
but very much working on creating super fans.

For any of my fellow entrepreneurs, you go and say | think | got this covered, pick up the book
because there's 33 and they're all simple ideas. There are a number of them that | go, you
know what? | thought about doing that once, or | was doing that once, but I'm not doing it
now. It's not a hard thing. Matter of fact, | ran a couple by my wife. She's going, "Well, why
aren't you doing that?" It's like, okay. They're not expensive, they're not time consuming. It's
really having the systems in place to make sure they happen, so it is great. I'm going to go to
the next segment, which is resources. How do our fellow entrepreneurs reach out to you?
What's the right website, and where do we go from here?

Purdeep: Yeah, so you can always reach out to me via my website, which is
purdeepsangha.com. If you have any questions, I'm more than happy to help you. | love
getting questions because it makes me think, it makes me analyze, and it allows me to
exercise my brain. So any questions you might have, you can always reach out to me. My
email is actually coach@purdeepsangha.com.

John: Well, let me pull up the website. I'm going to put that up on screen here. You have a
blog. You got some free lessons that are available, as well, on there, and then at your domain
coach ad. We'll put this all in the show notes, AESNation.com, and everything will be there
for you. You were going to continue and you said there were even more resources.

Purdeep: Yeah, John, so the other thing I've also done is for the listeners here. Although the
book is not available, | have some boxes sitting here that my publisher has sent me, so | am
more than willing to give those out, first come, first serve. | probably have about 50 or so. |
just ask that you cover the shipping and handling, which is $6.90. I've created a special page
for that. The page is book.createsuperfans.com. You can go on and actually get this book
before it's actually released on Amazon.

John: Okay, so one more time. Book.createsuperfans.com.
Purdeep: Yes.

John: Okay, | want to make sure we put it in the show notes, too. Low and behold, I pull up
the screen and it is there, too. All you have to do is go ahead and click on that, and we'll have
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that. What else should we ... Actually, let me do this, kind of key takeaways here 'cause I've
got so many that are so important. | look at it. I'm going to go through the five. As | was reading
the book and sitting in meetings with you, Purdeep, it became very clear to me that | can do
a little fine tuning on what we do. | really think we do a great job. We've got a great culture,
great team, and some great, great clients.

But being really clear on the end goal of what we're looking to do, and that's create super
fans. | mean, why would you not want that? If you're going to be in business, have some fun.
Work with people that you're passionate in serving and creating value and you get to do well
by doing it. It's in your enlightened self-interest. Second right people is make sure not only do
you have the right people, but you help them be aligned to this culture because it's just so
critical and it's so easy to forget. Third is lead by example. Recognize that you're on stage as
CEO all the time. This is just, you have to lead by example. We get so many opportunities to
do that.

And then whether it's process or process, what you want to do is you want to put the systems
in place so that you can have this consistent experience over and over again. If you leave it
for chance, it's not going to happen. Lastly, the value, to make sure that the marketplace is
telling you the value. As Purdeep talked about, there can be differences between different
people on what the value is, but be clear on what you're providing so that you can
communicate it, find the right fans, create super fans, and create some tremendous success.

Purdeep, | want to thank you for taking the time today spending with our group, and really
doing some phenomenal work. I'm going to encourage everyone to go out to AESNation.com.
You'll have the show links for everything. Pick up Purdeep's book. Some of us, like Frank and
myself, working with Purdeep, if you're really serious about it, reach through coach at his
domain and look out. Your clients, your future clients are counting on you. Don't let them
down. We wish you the best of success.

Purdeep: Thanks, John. Take care, everybody.
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A Second Opinion on Your Finances

A Complimentary Service from Financial Advisor Select for the Members of AES Nation

Dear Fellow Entrepreneur,

Like many members of AESNation, I'm a serial entrepreneur. In addition to co-founding AESNation, I'm
the founder and CEO of Financial Advisor Select, a firm dedicated to helping successful people make
informed financial decisions by introducing them to top financial advisors.

If you're like many successful entrepreneurs, you and your family already have a relationship with a
financial advisor. You may even work with several financial advisors. If you are completely satisfied with
these relationships and confident that your finances are on track toward helping you achieve all that is
most important to you, we congratulate you.

However, you may not be entirely satisfied. You may be wondering if there’s a financial advisor who is
better-suited to address your family’s very specific financial challenges. If so, you are not alone. In today’s
uncertain economic climate, many successful entrepreneurs are wondering if they have the right financial
advisor.

To help you find out if you are currently being served well, Financial Advisor Select is offering a
complimentary second-opinion service to all qualified members of AES Nation. Simply contact us to
schedule an exploratory call with one of our personal financial concierges. We will introduce you to a
financial advisor who we believe has the ability to address your particular needs. The financial advisor will
then meet with you and provide you with a second opinion on your finances. There is absolutely no cost
or obligation to you.

Find out more about how Financial Advisor Select can help you and your family.

Why do we offer this service? Because at Financial Advisor Select, we have just one purpose: to help
successful individuals and families achieve financial peace of mind by connecting them to top financial
advisors in their communities. We look forward to assisting you.

Best of success,

John Bowen
Founder and CEO
Financial Advisor Select
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