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Last summer, I talked to a thirty-year veteran of the 
business who’s consistently ranked as a top advisor.

The week before, he’d talked to a group of rookies just 
entering the business. 

In the question and answer period, he was been asked about the single most 
important thing he learned over the course of his career

He answered with four words: “Focus on big problems.”

He went on to say:

“When I meet with prospects, I concentrate all my time on understanding the 
biggest issues that they’re concerned about, the things that are really bothering 
them. In my experience, there’s no better use of time when meeting with a 
prospect than digging deep to understand their hot buttons … the more you can 
get prospects to talk about what’s really bugging them, the better the chances of 
a positive outcome.

When I meet early on with prospects, my key goal is to get to the point that it’s 
comfortable for me to ask this question and for them to answer it.” 

“And the same applies to clients,” he said.

“When I’m meeting with clients, I make it my number one priority to ask what’s 
causing them the most concern, the thing that’s keeping them up at night.

“And you don’t always get the obvious answers,” he continued.
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“These days you’d expect people to talk about losing money on investments, 
market volatility and outliving their money …. and you certainly do hear that.

“But earlier this year I met with my biggest clients and asked that question. This 
was someone with over $10 million dollars …. and they talked about how 
disappointed they were about the lack of ambition among their kids and 
concerned about whether this will be passed on to his grandkids.

“My clients said they couldn’t do anything about their kids at this point … but still 
had hope for their grandchildren.

“We talked about what they could do about this … and ended up deciding to set 
aside some money to fund activities for their grandkids to open their eyes to 
more possibilities, like taking them to Europe or Asia on holidays, maybe funding 
summer school at Harvard or Oxford when they were in their teens, perhaps 
encouraging their parents to look at something like Pearson College on 
Vancouver Island when the kids hit 15 and offering to pay for this.

“We also talked about the clients setting up a trust fund for their grandkids’ 
education – so that they could go anywhere in the world to study without worrying 
about paying for this …. but structuring it in a way that that they couldn’t use it for 
any other purpose. While we were in the meeting, I actually called a lawyer 
I work with and booked a meeting for them to meet with me and these clients to 
talk about this.”

The advisor finished by saying: “Even though I’ve been working with these clients 
for many years, this is the first time this came up in conversation. And it wouldn’t 
have happened if I hadn’t asked about what was causing them the most concern 
these days.”

There are lots of things you can talk about in conversations with existing and 
prospective clients. As you think about how you use the time during meetings, 
consider adding a focus on the really big problems they’re grappling with to the 
list.

* Dan Richards conducts programs to help advisors gain and retain clients and is  
an award winning faculty member in the MBA program at the University of  
Toronto. To see more of his written and video commentaries and to reach him,  
go to www.clientinsights.ca.

© Copyright 2010, Advisor Perspectives, Inc. All rights reserved.

http://www.clientinsights.ca/


www.advisorperspectives.com
 
For a free subscription to the Advisor Perspectives newsletter, visit: 
http://www.advisorperspectives.com/subscribers/subscribe.php

© Copyright 2010, Advisor Perspectives, Inc. All rights reserved.

Other Articles by Dan Richards

Client Communication
An Alternative Way to Conduct Client Reviews 
Building Personal Connections with Clients
Communicating in a Sound Bite World 
Five Steps to an Effective Portfolio Review 
Five Steps to High Impact Client Meetings 
How to Consolidate Client Assets
Lessons from the Loss of a Multi Million Dollar Account
Listening for the ECHO in Client Calls 
Tackling Today’s Number One Client Challenge
The Power of Proactive Client Calls 
Thirty Seconds to Better Client Conversations
Three Powerful Words in Client Conversations
Three Ways to Inspire Clients 
What to Say When You’ve Said It All
A Template for a Year-end Letter
The Best Way to Thank Clients for Referrals|
Rethinking the Fundamentals of Client Communication
Hard Lessons from a Lost Account
Today’s Number One Way to Demonstrate Your Value

Investment perspectives
Behavioral Finance Traps En Route to Investment Success 
In Search of Unconventional Thinking 
The Case for Optimism
The Pendulum Never Stops…
The True Cost of Volatility
Three Myths of Market Underperformance
The China Conundrum
Lessons from an Investing Time Machine
Surprising New Research on Diversification from Emerging Markets
Emerging Markets: High Growth does not mean High Returns
Investing Insights from Doctors

http://advisorperspectives.com/newsletters10/Investing_Insights_from_Doctors.php
http://www.advisorperspectives.com/newsletters10/Emerging_Markets-High_Growth_does_not_mean_High_Returns.php
http://www.advisorperspectives.com/newsletters10/Surprising_New_Research_on_Diversification_from_Emerging_Markets.php
http://www.advisorperspectives.com/newsletters10/Lessons_from_an_Investing_Time_Machine.php
http://www.advisorperspectives.com/newsletters10/The_China_Conundrum.php
http://www.advisorperspectives.com/newsletters09/Three_Myths_of_Market_Underperformance.html
http://www.advisorperspectives.com/newsletters09/The_True_Cost_of_Volatility.php
http://www.advisorperspectives.com/newsletters09/The_Pendulum_Never_Stops.html
http://www.advisorperspectives.com/newsletters09/The_Case_for_Optimism.php
http://www.advisorperspectives.com/newsletters09/In_Search_of_Unconventional_Thinking.php
http://www.advisorperspectives.com/newsletters09/Behavioral_Finance_Traps_En_Route_to_Investment_Success.php
http://advisorperspectives.com/newsletters10/Todays_Number_One_Way_to_Demonstrate_Your_Value.php
http://www.advisorperspectives.com/newsletters10/Hard_Lessons_from_a_Lost_Account.php
http://www.advisorperspectives.com/newsletters10/Rethinking_the_Fundamentals_of_Client_Communication.php
http://www.advisorperspectives.com/newsletters09/The_Best_Way_to_Thank_Clients_for_Referrals.php
http://www.advisorperspectives.com/newsletters09/A_Template_for_a_Year-end_Letter.php
http://www.advisorperspectives.com/newsletters09/What_to_Say_When_Youve_Said_It_All.html
http://www.advisorperspectives.com/newsletters09/Three_Ways_to_Inspire_Clients.php
http://www.advisorperspectives.com/newsletters09/Three_Powerful_Words_in_Client_Conversations.php
http://www.advisorperspectives.com/newsletters09/Thirty_Seconds_to_Better_Client_Conversations.php
http://www.advisorperspectives.com/newsletters09/The_Power_of_Proactive_Client_Calls.php
http://www.advisorperspectives.com/newsletters09/Tackling_Todays_Number_One_Client_Challenge.php
http://www.advisorperspectives.com/newsletters09/Listening_for_the_ECHO_in_Client_Calls.php
http://www.advisorperspectives.com/newsletters09/Lessons_from_the_Loss_of_a_Multi-Million_Dollar_Account.html
http://www.advisorperspectives.com/newsletters09/How_to_Consolidate_Client_Assets.html
http://www.advisorperspectives.com/newsletters09/Five_Steps_to_High_Impact_Client_Meetings.html
http://www.advisorperspectives.com/newsletters09/Five_Steps_to_an_Effective_Portfolio_Review.php
http://www.advisorperspectives.com/newsletters09/Communicating_in_a_Sound_Bite_World.php
http://www.advisorperspectives.com/newsletters09/Building_Personal_Connections_with_Clients.php
http://www.advisorperspectives.com/newsletters09/An_Alternative_Way_to_Conduct_Client_Reviews.php
http://www.advisorperspectives.com/subscribers/subscribe.php
http://www.advisorperspectives.com/


© Copyright 2010, Advisor Perspectives, Inc. All rights reserved.

Other Articles by Dan Richards, continued

Prospecting
A Prospecting Tip from Barack Obama
A Wakeup Call for Advisors: Turmoil at the Top of the Market
Becoming the Fall Back Advisor for High End Prospects
Getting Prospecting into First Gear 
Tapping into Today’s Number One Client Concern 
Tapping into Your Prospect’s Hot Buttons 
The End of Prospecting
Three Easy Steps to Effective Networking 
Three Steps to a Referral Conversation that Works Today 
Turning Corporate Downsizing into Prospecting Success
Using Case Studies to Make Your Case 
Six Words that Open the Door to Accountant Referrals
Competing for Referrals
A Question that Motivates HNW Prospects

Practice Management
Avoiding the Black Hole of Business Planning
Cleaning up Messes
Client Gifts that Stand Out
Developing an Optimistic Outlook
Lessons from Winning Athletes     
Structuring Your Day for Maximum Productivity
Tips for Motivation in 2009
Turning Intention into Action 
Work Smart by Building Thinking Time into Your Day
A Lesson from Lawrence of Arabia
Ten Tips to be More Likeable
Punctuated Equilibrium
Seven Steps to Making 2010 a Breakthrough Year for your Business
Nine Essential Lessons from Olympians
How a Small Change Made a Big Difference
A Simple Step to Get More from Your Day

http://www.advisorperspectives.com/newsletters10/A_Simple_Step_to_Get_More_from_Your_Day.php
http://www.advisorperspectives.com/newsletters10/How_a_Small_Change_Made_a_Big_Difference.php
http://www.advisorperspectives.com/newsletters10/Nine_Essential_Lessons_from_Olympians.php
http://www.advisorperspectives.com/newsletters10/Seven_Steps_to_Making_2010_a_Breakthrough_Year_for_your_Business.php
http://www.advisorperspectives.com/newsletters10/Punctuated_Equilibrium.php
http://www.advisorperspectives.com/newsletters10/Ten_Tips_to_be_More_Likeable.php
http://www.advisorperspectives.com/newsletters10/A_Lesson_from_Lawrence_of_Arabia.php
http://www.advisorperspectives.com/newsletters09/Work_Smart_by_Building_Thinking_Time_into_Your_Day.php
http://www.advisorperspectives.com/newsletters09/Turning_Intention_into_Action.php
http://www.advisorperspectives.com/newsletters09/Twelve_Tips_for_Motivation_in_2009.html
http://www.advisorperspectives.com/newsletters09/Structuring_Your_Day_for_Maximum_Productivity.html
http://www.advisorperspectives.com/newsletters09/Lessons_from_Winning_Athletes.html
http://www.advisorperspectives.com/newsletters09/Developing_an_Optimistic_Outlook.php
http://www.advisorperspectives.com/newsletters09/Client_Gifts_that_Stand_Out.php
http://www.advisorperspectives.com/newsletters09/Cleaning_up_Messes.php
http://www.advisorperspectives.com/newsletters09/Avoiding_the_Black_Hole_of_Business_Planning.php
http://www.advisorperspectives.com/newsletters10/A_Question_that_Motivates_HNW_Prospects.php
http://www.advisorperspectives.com/newsletters10/Competing_for_Referrals.php
http://www.advisorperspectives.com/newsletters09/Six_Words_that_Open_the_Door_to_Accountant_Referrals.php
http://www.advisorperspectives.com/newsletters09/Using_Case_Studies_to_Make_Your_Case.php
http://www.advisorperspectives.com/newsletters09/Turning_Corporate_Downsizing_into_Prospecting_Success.php
http://www.advisorperspectives.com/newsletters09/Three_Steps_to_a_Referral_Conversation_that_Works_Today.php
http://www.advisorperspectives.com/newsletters09/Three_Easy_Steps_to_Effective_Networking.php
http://www.advisorperspectives.com/newsletters09/The_End_of_Prospecting.html
http://www.advisorperspectives.com/newsletters09/Tapping_into_Your_Prospects_Hot_Buttons.php
http://www.advisorperspectives.com/newsletters09/Tapping_into_Todays_Number_One_Client_Concern.php
http://www.advisorperspectives.com/newsletters09/Getting_Prospecting_into_First_Gear.php
http://www.advisorperspectives.com/newsletters09/Becoming_the_Fall_Back_Advisor_for_High_End_Prospects.html
http://www.advisorperspectives.com/newsletters09/A_Wakeup_Call_for_Advisors-Turmoil_at_the_Top_of_the_Market.php
http://www.advisorperspectives.com/newsletters09/A_Prospecting_Tip_from_Barack_Obama.html

