
Your business

Building on his piece in the last issue of Financia/So/utions,
Ian Patterson delves deeper into the elements that build client trust

The trusted adviser

broad rangeof issues,highdegreeof client/adviser trust,
deeppersonal relationship

more relationship-based,holistic, proactiveand
adviser recognisedbythe client asaproblem-solver

transactional advice,limited in scope,knowledge is
kingwith limited personal relationship

Adopt a consultative style
In a typical fact find meeting, how much time
do you typically spend talking? If it's more than
50% of the time, you are doing more telling than
asking. The trusted adviser recognises that the
client wants to be understood. This involves asking
questions, listening and building on the answers.
The trusted adviser also knows the importance of
genuinely understanding the client and asking the
right questions to achieve this. There is a logical
element to this, i.e. obtaining material facts but
the process of enquiring, examining and
listening is equally important in terms of

less frequently iswhetherthe client recognises this
investment of time and effort. If they do, and they
recognise it as above and beyond, then it sends a
strong message that you are clearly putting their
interests first, and not your own. This is an important
element of developing ongoing credibility and trust.

Deliver on promises
This is fairly obvious - as is the statement thata
track record of doing what you say is more powerful
than just a one off. Yet may advisers will pick up new
clients because, although obvious, other advisers
haven't done this or have failed to adequately
manage expectations. The commodity broker
invests little in the ongoing relationship; to the
trusted adviser, it is an integral means of developing
the relationship.

solving awider rangeof problemsand offering awider
rangeof servicesbasedonagood understandingof the
client's needs

Key Characteristics

firms invest heavily in this by developing their
brand. More traditionally, firms work with other
professional firms such as solicitors or accountancy
firms and benefit by being associated with them.
Acting as an expert witness is another route as
iswriting articles for newspapers or journals.
Why bother? Well if your aim is to be a client's
trusted adviser, these types of activities can build
cognitive trust more quickly and this is an important
prerequisite to becoming a trusted adviser.

Affective Trust -what is it?
Cognitive trust provides a foundation. Where it
exists, someone might buy but what makes them
come back to you and buy again? The answer is
that there has to be more and this is known as
affective trust. You might have heard the expression
that 'business is emotion'. Affective trust is
more personal and is about feelings, concern
for someone, affiliation, feelings of security and
perceived strength of the relationship. It evolves
from past experiences with their adviser and builds
as the relationship develops and matures. So in
practice, what does the trusted adviser do that the
commodity broker doesn't?
Go the extra mile
In this context, this is about making the time to take
the opportunity to do something not expected.
Forexample, sorting out,some element where
there might not be any payment for it. I'm sure this
happens quite regularly; perhaps what happens

Cognitive trust - what is it?
In simple terms, cognitive trust is something that is
predominantly based on logic, expectation, and is
knowledge-driven. Where someone has a need and
cognitive trust exists, they are likely to buy but this,
in itself, isn't enough form them to come back again.
Here are two key ways to develop it:
Breadth and depth of your knowledge
You can take it for granted that the client will expect
you to know your subject area. But at a transactional
level, a businessperson who is considering his or
her retirement options will expect their adviser to
have knowledge of pension products. Fora trusted
adviser, the expectation is likely to go beyond this.
Forexample, they might be expected to thoroughly
understand the full range of retirement options,
understand how the business could be sold tax
efficiently or the options for efficiently passing the
business to a family member. In other words, the
trusted adviser will need to have a greater breadth
and depth of knowledge than the commodity broker.
Use your reputation
An important element of cognitive trust is how the
client views your business- its reputation. Some

The sentiment within the industry- spiked by
the RDR- is forcing businesses to examine
what higher levels of professionalism might

look like. There is a definite emphasis on achieving
higher level qualifications to achieve this but in my
last article, I suggested that enhanced skills are
equally important. Here, I'll look at what it takes
to be regarded as a trusted adviser, ratherthan
commodity broker (the expression I use to describe
someone whose relationships are typically one-off
and transactional).
There are a number of different definitions of trust.

One thing that is for sure is thatthe act of trusting
someone must involve a 'leap of faith' beyond what
is known. If there is complete certainty about the
future, risk ceases to exist and the notion of trust
becomes redundant.
So let's take a closer look at the actions and skills

needed to successfully become a trusted adviser.
Sociologists recognise two types of trust: cognitive
trust and affective trust. Here are some of the
elements to focus on under each of these.
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Understand the cDent's motivations
Forexample, a client wants to retire early at
age 60. Tnat's a hard fact. But why do they
wantto retire?What do they plan to do when
they retire?The trusted adviser is genuinely
interested in both the person and their needs.
Ensure the client can relate to you. Being

a trusted adviser goes beyond being liked
but people undoubtedly trust people they
feel they relate to. How do you adapt your
approach to reflect your client's preferences?
If the adviser cannot be prepared to
communicate in a style to match their clients,
then what does this say about how you value
the relationship?

Demonstrateyou understand
This includes summarising what the client
has said and using examples from other
clients in a similar situation to illustrate the
options and potential advantages of such
action. Particularly with business owners,
check out their business website for valuable
background to both the business and its
values. Asking questions based upon this
again demonstratesyour professionalism.

getting 'soft facts' and understandingwhat
makes them tick. The commodity broker asks
profunctionary questions as a prelude to
talking about products.

Your business

Other influences
So, is demonstrating these behaviours
sufficient to be regarded as a trusted adviser?
Idon't think so. I'll give three quick examples
of other factors that can impact on the
relationship between the client and adviser:
1. Sales or advice culture? There are
businesses with astrong sales culture
(typically with a commission·based model
and with high levels oftumover) that can drive
transactional behaviours.
2. Procedures. Procedures and
documentation that supports a 'one size fits
all' approach has a similar effect.
3- Brand. Researchshows that the brand of
the firm has an important impact on how the
adviser is viewed by potential clients.

These can clearly be enabling or otherwise,
irrespective of the adviser's personal skills.
The world is changing and, for many

firms, this will place a premium on the
quality of client relationships. In an
increasingly impersonal and demanding
business world, becoming a trusted adviser
has never been so important.
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