Creating great client chemistry, right from the
start.
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We all know that first impressions count. They can make or break a business
relationship, so how do you create great client chemistry from the very first
touchpoint?
Take the call
Managing Director of Elixir Consulting Sue Viskovic CFP says relationship building begins from the first
phone call. “I know that advisers often use their client service manager or receptionist to take the call and
book in new clients, but that’s a lost opportunity for advisers,” she says.
“I’ve seen great success where advisers will take that first call. And it doubles as a business management
task. There’s the chance to check that the client is appropriate for the business or the adviser and refer
them elsewhere if necessary.”
Be clear
Before the first appointment, follow up the call with an email that provides the address and where to park,
remind them of the information to bring, and a detailed outline of when and if fees will be payable.
“A lot of people are a bit fearful when they go to see an adviser – so just help them relax by helping them to
understand exactly what you’re going to do and what you’re not,” says Viskovic.
Have a break
In the five or 10 minutes before the meeting, put down what you’re doing and think about what you know of
the client, says Viskovic.
She also suggests a five-minute meditation or even just three deep breaths to help clear your mind. “It may
sound a bit strange but it can help you to be totally present with the client rather than rushing from one job
to the next. Most advisers’ skill set and personality allows them to connect with people, but they can lose
that connection if their head is too busy and their mind is in too many different places.”
Find a way to connect
Look for a way to relate to and empathise with the client without it being unnatural, advises Viskovic.
“A lot of those old-fashioned ways of building rapport (such as a shared interest in an activity) feel a bit
contrived. If you naturally have things in common, great, talk about it. But the first meeting is not about

creating a friendship. That will happen over time,” she says.
“The first meeting is more around what’s going on in the client’s life and having a conversation that is
beyond what’s on a fact find.”
Watch your language
The language of goals and objectives might be your bread and butter – and necessary for compliance – but
it’s likely to be uncomfortable for your client.
“Most people, when they’re chatting about what they want to do in life, don’t talk about goals and
objectives. It’s a much more relaxed, natural conversation,” says Viskovic.
“So, connect on that level: ‘Talk to me about what’s happening in your life at the moment. What are the
things that you’d like more of and less of? What do you want that to look like in five years’ time or
longer?’”
“The templated questions might make it easy to create a Statement of Advice (SOA), but clients don’t care
about that. They want to know you’ve connected with them on a human level; that you ‘get’ them, you
empathise with them. And, most importantly, that you’ve got the skill set to help them fix whatever
challenges they’ve got,” Viskovic says.
Put it in writing
Giving clients some reading material to take away from the meeting is helpful for those who like to do extra
research or who haven’t yet made their minds up, she says.
“Investing in advice is a big buying decision and many clients are anxious about it,” says Viskovic.
Background material about the firm and the adviser is a good start, along with information that spells out
what you’re going to do next and what will happen then. “All of those things really help them understand
the process,” says Viskovic.
“We find that when advisers slow down their process and have good quality time with their client, not just
talking facts and figures, they actually uncover more information and more opportunities to be able to
support them and make better decisions”.
“It’s about helping them to get closer to what’s really going to achieve more of what they want in their life,
because the adviser is actually making a big difference in their lives,” Viskovic says.
Sign up for our monthly enewsletter, full of insights and tips to help you in your day-to-day.
Important: This article has been prepared without taking account of the objectives, financial or taxation situation or
needs of any particular individual. Before acting on the information, you should consider its appropriateness to your
circumstances and if necessary, seek appropriate professional advice. Any information used in this article is for
illustrative purposes only. Sue Viskovic is external and not a member of the Commonwealth Bank of Australia Group of

Companies (the Group) and the content or any view expressed by Sue Viskovic does not represent an endorsement,
recommendation, guarantee or advice in regard to any matter. CBA, nor members of the Group accept any liability for
losses or damage arising from any reliance on external parties, their products, services and materials. Past
performance is no guarantee of future performance.

Important information | Privacy policy | Ausiex Financial Services Guide
The information in this website has been prepared without taking account of your objectives, financial situation or needs.
Because of this, you should consider its appropriateness, having regard to your objectives, financial situation and needs
and, if necessary, seek appropriate professional advice. If a Product Disclosure Statement is available in relation to a
particular financial product, you should obtain and consider that Product Disclosure Statement before making any
decisions about whether to acquire the financial product. Any securities or prices used in the examples on this website
are for illustrative purposes only and should not be considered as a recommendation to buy, sell or hold. Past
performance is not indicative of future performance. Articles featured on this website do not represent an endorsement
or recommendation in regard to any particular matter, company, product or service discussed. Australian Investment
Exchange Limited (AUSIEX) and its related entities do not accept any liability for losses relating to this material. This
material does not represent advice and must not be relied upon as advice. Articles on Empowered are neither a
summary nor an exhaustive statement on any matter.
This site is directed and available to and for the benefit of Australian residents only. Share Trading and Portfolio
Administration and Reporting are services provided by Australian Investment Exchange Ltd (AUSIEX) ABN 71 076 515
930 AFSL 241400, a Participant of the ASX Group and Chi-X Australia. AUSIEX is a wholly owned but non-guaranteed
subsidiary of the Commonwealth Bank of Australia (CBA) ABN 48 123 123 124 AFSL and Australian credit Licence
234945. Lending products under the CommSec Adviser Services brand are provided by CBA. Investment Loans are
administered by its wholly owned but non-guaranteed subsidiary Commonwealth Securities Limited (CommSec) ABN 60
067 254 399 AFSL 238814, a participant of the ASX Group and Chi-X Australia.
Contact us
E: CommsecAdviserServices@cba.com.au
P: 1800 252 351

