MV[DRT

MINUTE

“Managing Client’ s Financial Planning Stress’

Moreand more dientsarelooking for finendid advisorswho can teke psychologica and emationd issuesintc
condderation. At the2003 MDRT Annud Mesting Eileen and Jon Gallo described how abasic underganding of
dients emationscan help you build better dient rdaionships

Too many advisors view themsdves astechnica expertswhose job condsts of four functions:
1. Obtaining and andyzing the necessary finandid data

2. Determining how to trander the dient’ sassts to the benefidariesin atax-efficient manner.
3. Presanting the dternatives and their advantages and disadvantages

4. Implementing thedients dedsons

SressReducing Techniques

The tax-driven gpproach exaggerates and intendfies the sressful nature of the topics, which reduces the likelihood of
dient retention. Advisorswho want to establish long-term, proactive relaionships with dients should practice
techniquesthat will dlow them to communicate better during the planning process

Lisening and Empathizing

Being empethetic to the unique experience of athers can trandform your dient rdlaionships. Empethy requires usto
more accurately undersland the thoughts and fedlings of our dients, and that requiresthe ability to truly ligen. People
can processinformetion at arate of 300-500 words aminute, but mogt people speek a arate of 200-250 wordsaminute
Impatience causes many advisorsto listen only to the beginning of adient’s comments before they formulate areply.

Because 85-90 percent of dl communication isnonverbd, ligening iscomplicated by facid expressons, gestures,
voicetone, eye gaze, posture, and the timing and intengty of response. Listening nesds to be conscious, with the advisor
concentrating on what the dient is saying, both verbaly and norverbaly.

Normalizng and Reframing
People sasking counsding commonly begin the process with anegetive dtitude. How many timeshesadient sadto
you, “My spouse has been bugging meto get thisdone” or “I redlly hete talking about this”

Psychologigts ded with this negativity by using techniques known as normizing and reframing. Normalizing reessures
dients by letting them know thet tharr anxiety over the planning processisanorma and naturd reection. Reframing
reesures dients by letting them know thet thisisatemporary Stuation and thet they will fed rdived when they finish
the process These techniques cadm dients and givees them asense of hope that you will guide them through the process
and resuit in amore cohesive and proactive rdaionghip.

Eileen Gallo, Ph.D. and John Gallo, J.D., arethe prindpals of The Gallo Indtitute, aconsulting servicethat explores
theemoationd and psychological issues surrounding familiesand wedth. They wrotethe book Slver Sooon Kids How
Successful Parents Raise Responsible Children. Their entire presentation “ Understanding the Psychologicd and
Emotiond Issues of Edate and Finendid Planning” isavailable from MDRT' s Power Center
(Www.mdrtpowercenter.org).
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