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Practice Management for Trusted Advisors 

 
 

Defining Value in the Absence of Investment Performance 
 

How do you define your value in the absence of investment performance?  Given 

recent market volatility and continued uncertainty, many advisors may need to 

defend their value.  Some questions you may want to ask yourself are: What are 

your processes?  Do they differentiate you?  What is your client engagement 

model? Do you continually educate your clients on your processes and set 

appropriate expectations? 

 

The answers to these questions start with how you build and maintain trust.  As discussed in previous articles, 

trust is built from four cornerstones – credibility, reliability, empathy, and self-interest.   

 

Trust = Credibility + Reliability + Empathy 

Self-Interest 
 

These four cornerstones trigger the emotional and intellectual drivers of building trust. Credibility and 

reliability help the client/prospect make an intellectual connection.  Empathy and self-interest does the same to 

make an emotional connection.  Together they help your target market envision the client experience under your 

care.  Your process to addressing your target market’s concerns and needs instill a sense of credibility and 

reliability.  Credibility because your process is curated and tested over time to navigate your clients through 

their financial journey with peace of mind.  Reliability because your process delivers clarity through a 

deliberate and consistent methodology.  They have a sense of knowing what to expect and when. 
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This article focuses on building an intellectual connection through your client engagement process to emphasize 

credibility and reliability.  Let’s talk about your client engagement process.  A refined three-step process 

dedicated to improving client outcomes could look something like this: 

 

Step One: Financial Planning 

The advisor introduces new clients to their business through an extensive formal discovery and investment 

planning process. This includes a wealth-forecasting analysis that enables clients to pre-experience their wealth 

and better asses their risk tolerance.  As the relationship deepens, the client systematically learns about the 

investment process and develops an appreciation for the value the advisor provides.  A well-educated client can 

fully appreciate this value and requires much less management and reassurance. 

 

Step Two: Portfolio Construction 

The financial planning process leads to the investment strategy and portfolio recommendations.  The portfolio is 

designed to help clients reach their unique goals while satisfying their individual level of risk tolerance.  The 

investment portfolio forms the architecture for the plan – it’s engineered to maintain the plan’s integrity over 

time. 

 

Step Three: Ongoing Communication 

Both capital markets and clients’ lives are dynamic.  The advisor does not engineer investments to address these 

changes; The advisor simply communicates what is being done to manage the money.  The communication 

process focuses on managing client relationships and expectations.  Staying in regular communication with 

clients to discover life changes that require an adjustment in their investment strategy. 

 

Misaligned Expectation 

The fastest way to erode trust with clients is through misaligned expectations.  Whether it’s investment returns, 

communication, or something else, your client’s initial reaction will be as if you broke your promise.  Education 

and process align expectations, so your phone isn’t ringing during down markets, or when your clients get their 

statements.  So, you need to ask yourself, “How do I define my value?”   

 

Suggestion action steps: 

• Reinforce your process during every client meeting 

o Clearly defined steps  

o Helps them envision their client journey 

• Don’t skimp on conducting client reviews 

o Remember the goal is client peace of mind reinforced by process and education 
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o Be present  

• Define investment success around long term goals not short-term returns 

o Investment performance is too unpredictable to anchor expectations around 

o Focus expectations on what you and your clients can control 

▪ Risk vs. Performance 

▪ Staying on track 

 

At Regal, we are committed to working with advisors and brokers who are interested in growing their skills 

and to provide their clients, and themselves, with the best solutions available.   Let’s work together to 

elevate your R.A.W. Skills. 

 

Andy Strauss, CIMA® 

Director of Wealth Management 

Regal Advisory Services 

astrauss@regaladvisoryservices.com 

847.375.6025 
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