
The Supernova Advisor

CROSSING THE INVISIBLE BRIDGE 
TO EXCEPTIONAL CLIENT SERVICE 

AND CONSISTENT GROWTH

Rob Knapp

John Wiley & Sons, Inc.

ffirs.indd   iiiffirs.indd   iii 10/16/07   11:17:53 AM10/16/07   11:17:53 AM


File Attachment
C1.jpg



ffirs.indd   iiffirs.indd   ii 10/16/07   11:17:53 AM10/16/07   11:17:53 AM



         The Supernova Advisor

ffirs.indd   iffirs.indd   i 10/16/07   11:17:53 AM10/16/07   11:17:53 AM



ffirs.indd   iiffirs.indd   ii 10/16/07   11:17:53 AM10/16/07   11:17:53 AM



The Supernova Advisor

CROSSING THE INVISIBLE BRIDGE 
TO EXCEPTIONAL CLIENT SERVICE 

AND CONSISTENT GROWTH

Rob Knapp

John Wiley & Sons, Inc.

ffirs.indd   iiiffirs.indd   iii 10/16/07   11:17:53 AM10/16/07   11:17:53 AM



Copyright © 2008 by Rob Knapp. All rights reserved.

Published by John Wiley & Sons, Inc., Hoboken, New Jersey.
Published simultaneously in Canada.

Wiley Bicentennial Logo: Richard J. Pacifico

No part of this publication may be reproduced, stored in a retrieval system, 
or transmitted in any form or by any means, electronic, mechanical, 
photocopying, recording, scanning, or otherwise, except as permitted under 
Section 107 or 108 of the 1976 United States Copyright Act, without either 
the prior written permission of the Publisher, or authorization through 
payment of the appropriate per-copy fee to the Copyright Clearance Center, 
Inc., 222 Rosewood Drive, Danvers, MA 01923, (978)750-8400, fax (978) 
646-8600, or on the Web at www.copyright.com. Requests to the Publisher 
for permission should be addressed to the Permissions Department, John 
Wiley & Sons, Inc., 111 River Street, Hoboken, NJ 07030, (201) 748-6011, 
fax (201) 748-6008, or online at http://www.wiley.com/go/permissions.

Limit of Liability/Disclaimer of Warranty: While the publisher and 
author have used their best efforts in preparing this book, they make no 
representations or warranties with respect to the accuracy or completeness of 
the contents of this book and specifically disclaim any implied warranties 
of merchantability or fitness for a particular purpose. No warranty may 
be created or extended by sales representatives or written sales materials. 
The advice and strategies contained herein may not be suitable for your 
situation. You should consult with a professional where appropriate. Neither 
the publisher nor author shall be liable for any loss of profit or any other 
commercial damages, including but not limited to special, incidental, 
consequential, or other damages.

For general information on our other products and services or for technical 
support, please contact our Customer Care Department within the United 
States at (800) 762-2974, outside the United States at (317) 572-3993 or fax 
(317) 572-4002.

Wiley also publishes its books in a variety of electronic formats. Some 
content that appears in print may not be available in electronic formats. For 
more information about Wiley products, visit our Web site at www.wiley.com.

Library of Congress Cataloging-in-Publication Data:

Knapp, Rob, 1946-
  The supernova advisor : crossing the invisible bridge to exceptional client
 service and consistent growth/Rob Knapp.
   p. cm.
  Includes index.
  ISBN 978-0-470-24927-7 (cloth)
   1. Investment advisor-client relationships. 2. Customer relations.
  3. Management. 4. Leadership. I. Title. 
 HG4621.K64 2008
 658.8'12—dc22

2007034473
Printed in the United States of America
10 9 8 7 6 5 4 3 2 1

ffirs.indd   ivffirs.indd   iv 10/16/07   11:17:54 AM10/16/07   11:17:54 AM

www.wiley.com


    This book is dedicated to my wife, Marcia, 
and our children, Courtney and Christopher. 

Their patience and faith kept my travels 
from becoming absence. Their enthusiasm 
inspires me almost as much as their love 

nourishes me. The rest of my life is dedicated 
to returning everything they have given.      

ffirs.indd   vffirs.indd   v 10/16/07   11:17:54 AM10/16/07   11:17:54 AM



ffirs.indd   viffirs.indd   vi 10/16/07   11:17:54 AM10/16/07   11:17:54 AM



vii

Contents

Foreword ix

Acknowledgments xv

Introduction  Stepping onto the Invisible Bridge: 
Your Journey toward the 
Exceptional xix

Chapter 1 The Trouble with Success: The Tyranny 
of the 80/20 Rule 1

Chapter 2 Contact: The Humble Foundation of 
the Ultimate Client Experience 9

Chapter 3 Segmentation: The Supernova 
Non-negotiable 19

Chapter 4 Organization: Promises Made, 
Promises Kept 41

Chapter 5 Planning: Inspired Action 57

Chapter 6 Acquisition: Explosive Growth 
under Control 73

Chapter 7 Leading the Practice: Leaders 
Developing Leaders 91

ftoc.indd   viiftoc.indd   vii 10/16/07   11:18:54 AM10/16/07   11:18:54 AM



viii Contents

Final Thoughts on Moving Forward 113

About the Author 117

Index 119

ftoc.indd   viiiftoc.indd   viii 10/16/07   11:18:55 AM10/16/07   11:18:55 AM



ix

                    Foreword       

 When Rob Knapp asked me to contribute the forward on 
his Supernova book, I agreed straightaway. But before we go for-
ward, let me take you back a bit. I ’ m considered somewhat of an 
expert on helping leaders create changes in people —  changes 
that result in a better bottom line for their  organization. At 
least, that ’ s the work I get paid to do. 

 It ’ s no secret that getting people to change themselves, not 
because they have to, but because they want to, defi nes the 
word  leadership.  The drama plays out when a leader is coaching 
others to willingly get out of their comfort zone, jump into their 
learning zone, and start to think and behave in new or different 
ways. This is the most diffi cult assignment that any leader can 
tackle, whether as a parent, teacher, minister, priest, rabbi, boss, 
or friend. When that ’ s happening, change is happening, and 
it ’ s a leaders job to spark those happenings. 

 Rob Knapp is one of those rare leaders. 
 Rob and his teams have gotten a PhD in the hard knocks 

school of leaders leading change. Better yet, they ’ ve trans-
formed what they ’ ve learned into a powerful change system 
called Supernova. This is a can ’ t - fail change system that anyone 
who ’ s willing to do the work can accomplish. How do I know? I 
saw it happen, saw it with my own eyes, saw it big time, and saw 
it create fabulous results for all the players in the game. 

 Okay,  now  we can move forward. I want to take you forward 
into your future so you can see what I saw. 

 I saw Rob and his teams leading groups of stubbornly 
 entrenched people to willingly transform themselves by turn-
ing to a new path of future possibility that truly set them free. 
It ’ s the path of the Supernova advantage. 

 And that ’ s only half of the story. As a client of one of these 
Supernova teams, I experienced all the Supernova customer 
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benefi ts that set  me  free. Okay, you got it; I ’ m a huge Rob Knapp 
fan, just as you ’ ll be by the time you get to middle of Chapter  1  
in this book. Rob makes you want to follow him because it will 
set you free — free to become the most successful and fulfi lled 
advisor coach in your niche of the world. I can sum up in two 
words what you ’ ll want to do after you ’ ve read the last page: 
 Clone him . 

 Rob Knapp is a rare person who can lead a traditional 
 command - and - control organization through genuine sustain-
able change. And when that person is neither the commander 
nor the controller of that organization, it ’ s beyond rare. It ’ s 
 remarkable. It ’ s in the realm of phenomenal. 

 Look, my business  is  change — studying it, coaching it, 
 inhabiting it, and inhaling in very personal terms — and I ’ ve 
never encountered anyone like Rob Knapp. In the dictionary of 
Larry Wilson, look up  change agent  and you ’ ll see Rob ’ s picture. 
Look up  Supernova  and you ’ ll see a couple of thousand more 
people who successfully changed the way they work because, 
through Rob ’ s teaching, they changed how they even thought 
about work. They weren ’ t  told  to change; they changed because 
Rob and his teams showed them an idea powerful enough to 
overcome all the negative barriers to change. 

 The role of any leader is to bring about change, not  because 
change itself is inherently better than the status quo, but look 
out the window and notice that our whole world is  changing. 
Staying put is a recipe for failure, so it ’ s a leader ’ s prime 
 responsibility to get others on a better path to success and ful-
fi llment. It ’ s then they ’ ll want to develop themselves so they 
too can  become leaders in the rapidly changing cultural land-
scapes we all inhabit. Rob ’ s not the fi rst guy to fi gure this out. 
In fact, the need to continually evolve with, or ahead of, the 
business environment is becoming a basic survival strategy in 
every  leader ’ s tool kit. 

 So why, then, is change so hard to execute, and how did Rob 
and his team accomplish it? The answer awaits you, but I ’ ll offer 
this preview: Rob realized that leading people to change is an 
emotional challenge, not merely an intellectual one. When Rob 

x Foreword
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invited the fi nancial advisors of Merrill Lynch to follow him 
onto the invisible bridge, he didn ’ t hire teams of hotshot out-
siders. He tapped into the emotions of the people within the 
Merrill culture, and refocused them with imagination, intui-
tion, and, yes, intelligence. There were some very rational, left -
 brained reasons why adopting Supernova made sense, and Rob 
integrated them within an argument as emotionally powerful 
as it was intellectually sound. 

 The adoption of Supernova was a phenomenon in another 
way, too, equally as compelling. It arose from the fi eld, where the 
problems were felt and the answers were forthcoming when true 
leaders give expectations, permission, and protection to their 
followers to do so. 

 In most organizations, attempting change is driven too 
much from the top. Solutions are fashioned not from collab-
orating with the fi eld, but by pushing down  “ do what you ’ re 
told to do ”  from those furthest from the customer. No invisible 
bridge, just planks to walk and orders to follow. The Supernova 
story has a totally different look and feel and produces more 
results with less effort and far less stress. 

 It ’ s a story of the people — the little people — trusting each 
other and leading each other to the promised land of fruits 
and honey. 

 All that being said, Supernova wasn ’ t the focal point of 
 reorganization. There were no special project teams pulled 
away from their day - to - day jobs. The people at the center of 
Supernova simply volunteered to help spread the word about a 
better way to serve their clients and grow their business. Why? 
Their visibility certainly wasn ’ t going to help them advance 
through the organization, and there were no bonuses waiting 
on the other end of a successful implementation. 

 The people who preached Supernova simply did so for 
the good of their peers. Why do soldiers fi ght? Not for a 
fl ag, but for each other. Not to overdo it, but this group led 
this  collaborative change process for one another. And, I ’ m 
 delighted to report, for their clients — clients like me. Now 
that ’ s different! 

 Foreword xi
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 As I said, I ’ m a loyal client of a Merrill team that adopted and 
still practices Supernova. They execute the model expertly, 
and they continue to grow, and so do I. I love to recommend 
them. They treat me as though I ’ m one of their best clients, and 
it ’ s not because I have tens of millions parked with them. It ’ s 
because of their Supernova mind - set. 

 You ’ ll learn all about the magic of the model as you read 
Rob ’ s book. 

 As a client of a Supernova team, I really relish the service 
and the investment expertise. I have a fi nancial plan based on 
my life plan; my investments are built around that fi nancial 
plan, and I get a phone call every month, four reviews and two 
in person. I also appreciate that my team has time for me if I 
have a problem, and it is resolved quickly. This is very different 
than my previous experience. I am eager to refer business to my 
fi nancial advisor team. They, too, treat me as though I am one 
of their best clients. I know why now. It ’ s because of Supernova. 
And Supernova is because of Rob Knapp. 

 I ’ ll never forget watching Rob as he retold the story of 
 Indiana Jones standing on the cliff, torn between his fear of fall-
ing and his trust that the bridge would hold him. Trust won out 
for Indiana Jones, and for the thousands of professionals who 
crossed the bridge. Rob ’ s gift then, and now, is that he knows 
that trust is the glue that advances all of us as professionals and 
enriches us as humans. 

 So  The Supernova Advisor   is as close to cloning Rob as you can 
get. His genius is in here, as well as his creativity and  generosity. 
Don ’ t just read this book — devour each and every practice as 
though your future depends on it, because it does. Cross the 
bridge, and be sure to bring your customers along with you. 
When everybody wins, the world  is  a better place. Thank Rob 
and yourself for making a difference in so many lives. So Be It! 

  LARRY WILSON 
 September 2007 

  Larry Wilson is widely considered one of the foremost thinkers, speakers, 
and doers in the business world today. He founded two premier companies: 
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 Wilson Learning Corporation (1965), a more than  $ 50 million training 
and research organization; and Pecos River Learning (1985), a change 
 management and leadership development organization. These companies 
Larry founded have carved new territories in how we think about business, 
customers, and  ourselves. Larry ’ s newest venture is called Wilson Collabora-
tive, a new business model for new thinking leaders.  

  As an author, his writings are world renowned. In 1984, he co - authored 
the best seller  The One - Minute Sales Person  (Morrow, 1984), which sold 
over one million copies. His other best - selling books include:  Changing the 
Game: The New Way to Sell  (Simon  &  Schuster, 1987) and  Stop  Selling, 
Start Partnering  (John Wiley  &  Sons, 1997). His latest book,  Play to Win! 
Choosing Growth over Fear in Work and Life  (Bard Press, 1998), was 
 selected Best  Business Book for 1999 by ForeWord magazine as well as win-
ning the prestigious Benjamin Franklin Award for Best Business Book for 1999. 
He is a Senior Fellow at the College of Education  &  Human Development, 
University of Minnesota. In May 2005, Northland College granted Larry an 
honorary PhD in business.       
         

 Foreword xiii
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