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The Foundations of Effective Advice
Engagement - Part 4

FPA Research on Client Communication



Recap

What is the single biggest challenge facing the profession, why is it getting
worse, and what do we do about it?
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FPA Study 2022

Planner’s recommendations
are based on client’s
personal goals, needs and
priorities

Planner communicates the
importance of considering all
aspects of life when creating

a financial plan

Planner regularly contacts
client to see what changes
in life may affect the
financial plan
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FPA StUdy 2022 Percent who “somewhat

agree” to “strongly agree”

Planner communicates
recommendations in terms
client can understand

Planner gives client as
much education as desired

Planner open to discussing
what client values most in
life

0 225 45.0 67.5 90.0



FPA StUdy 2022 Percent who “somewhat

agree” to “strongly agree”

Planner helps client identify
meaningful personal and
financial goals

Planner works hard to ask
questions that encourages
client to be open

Planner restates or
paraphrases factual
content of client
conversations

0 225 45.0 67.5 90.0



Scotia Wealth Management”
division of Scotia Capital Inc.

Opening Market Vaue
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This is NOT Advice Engagement

Client experience (parking, coffee, culture, service, etc)
Relationship building (golf days, weddings and funerals)
Doing financial planning (doing # delivering)

Reporting to clients / online portal

We are not going to close the gap by getting the client to
sign a disclaimer



Advice Engagement: “Participation over Presentation”

e

¥ ' |

. | e MR The collaborative process of
- M "4 advisors and clients

planning together,
enabling clients

to make informed decisions to
improve their financial
situation,

illuminating the value of your
advice.
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Significant scaling is possible on the advice side

Bespoke plan and review Personalised advice
conversation and action

Lower income > Higher income

and and

Time intensive prep, client meetings Time efficient (framework approach®)
and report writing

Shift from lower experienced value to higher
experienced value (4x effect)
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Shift from low to high experienced value

From To
e Reporting back on products e Understanding the client and their context
e Presenting planning e Planning with the client
e Delivering detail e “Two questions” at a glance
e “Once and done” (destination) e “Progression” (journey)
e Mixing advice and administration e Separate advice and administration
= Reactive review = Pro-active and outcomes
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Principles of Advice Engagement

Engages a client
- “Leaning into the conversation”

Brings them into the conversation
- Experience empathy

Focusses and Empowers the client

- Through education and literacy to take a
step forward in every engagement

Across a broad range of
conversations

- Meet them where they’re at

Deepens conversation over time
- Shining / go beneath the surface

Highly personalised

- Speaks to their values and context
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Today’s focus

Practical example
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Call to action

“Reimagine financial planning”
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