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Although
clients are al-
ways looking
for good per-
formance and
high returns,
what they're
really looking
for is some-
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one they can
trust.

As the
emerging
affluent in-
creasingly
begin to rec-
ognize the
value of genuine and compre-
hensive wealth management, a
transactional relationship with
an adviser is not sufficient. Es-
tablished trust is the intangible
factor that wins and holds rela-
tionships; it’s the prerequisite
for success with every client, ev-
ery time. A trusted adviser will
likely retain his clients in both
good times and bad, and grow
his or her business through re-
ferrals from friends, family and
other professionals.

In the best of circumstances,
establishing trust happens
quickly, as in the case when
an adviser is introduced to a
client through an existing re-
lationship. For example, most
potential clients have at least
a few professionals in their in-
ner circles — such as a lawyer
or an accountant — with whom
they have already cultivated a
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high level of respect and trust.
Or they may have a friend or
associate, whose opinion they
respect and whose financial
circumstances are similar. In ei-
ther case, entering the client’s fi-
nancial world through this door
pavestheway tostartinga trust-
ing relationship and achieving a
more personal realm of wealth
management in a shorter period
of time.

However, building and main-
taining trust is often easier said
than done with clients in search
of wealth management.

Most wealthy clients didn’t
get wealthy by accident. They
often are careful, cautious and
in some cases quite skeptical
individuals. Years of experience,
often financially tumultuous,
have taught them to deal pru-
dently when it comes to whom
they will grant their trust.
Whether it was the polished
salesperson, who over-promised
and under-delivered, or the gen-
eralist whose “facts” didn’t quite
add up at the end of the day, the
affluent have seen it all. These
negative experiences cause the
trust factor to come to the fore-
front when advising a client re-
garding his or her wealth man-
agement issues.

The only way for an adviser
to cross this barrier and inspire
trust is to work diligently to
build relationships early and
over time. It takes a delicate
balance of communication and
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chemistry to form the trusting
relationships that will eventu-
ally translate to longevity and
the opportune recommendation
to others.

The knowledge that a pro-
spective client will want to know
exactly what kind of transpar-
ency is provided and will watch
everything closely can be un-
nerving. It is critical, however,
to demonstrate not just honesty,
but integrity, particularly early
in the planning process. Inmany
ways, this means disclosing in-
formation upfront, well before
the client asks. Although po-
tential clients will come armed
with questions, telling them
about any potential conflicts
and thoroughly explaining the
fee structure in advance will go
a long way toward disarming
their fears and will help gain
their confidence.

It may seem obvious, but an-
other challenge advisers face is
that they forget to continue this
upfront dialogue as the relation-
ship progresses. Advisers often
assume a certain degree of un-
derstanding when dealing with
their affluent clients and forget
to educate them about the in-
vestment process and their spe-
cific investments on an ongoing
basis. Since clients are on the
lookout for warning signs and
inconsistencies, it’s often not
just the frequency, but also the
quality of contact that causes
advisers to stumble when fos-
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and bad times

tering a trusting relationship.

Also, it’s important to be clear
and realistic about setting ex-
pectations for clients early on.
It can be challenging for advis-
ers to avoid making unrealistic
claims about performance when
they’re enthusiastic about a
new client. However, failure to
deliver on those promises later
on will quickly dissolve trust in
the relationship.

Finally, clients are not only
evaluating the knowledge and
credibility of an adviser, but also
his or her ability to bring mean-
ingfulvalue to their wealthman-
agement needs. Demonstrating
an understanding of the client’s
goals and unique needs requires
an adviser to ask the right ques-
tions, listen carefully, and de-
velop a clear understanding of
their personal circumstances. A
client’s trust is more likely to be
gained if there is an obvious ef-
fort to understand his or her life
and aspirations before the dis-
cussions about assets begin.

Trust is the most elusive
— and therefore most valued
— of all relationship currencies.
Clients who trust their wealth
management professional are a
pleasure to work with, and more
importantly, are likely to stick
with their adviser and recom-
mend him or her to others.
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