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The Art and Science of Financial Planning

Communication Skills for Tough Client Issues

By Tim Shonsey

ife can be full of surprises; it

should come as no surprise that

your clients will inevitably have to
deal with times of grief, illness and major
life transitions. In these times, you may
be wondering how to communicate and
work effectively with your clients.

These important client issues will be
addressed in great detail at FPA Retreat
2010, April 22-25 in San Antonio. This
advanced-level conference features in-depth
education sessions and discussions on major
issues in the financial planning profession,
including client communication.

To address the topic of client communi-
cations during times of grief, FPA Retreat
2010 offers the pre-conference workshop,
“Help! What Do I Say? Handling Awk-
ward Times with Grieving Clients,” pre-
sented by grief coach Amy Florian.

When a client loses a loved one, many
planners do not know how to offer com-
fort without intruding into that client’s
personal life. This pre-conference work-
shop, approved for 3 CFP Board CE cred-
its, teaches planners what to say at memo-
rial services, what to say in a condolence
card and when to send it, five common
phrases to avoid and more. Equipped with
this information, planners can erase
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discomfort and build trust with clients.

From dealing with the death of a loved
one to the death of clients themselves,
Florian will also present the session,
“Preparing for the Inevitable: Dealing
with a Client’s Terminal Diagnosis.”

This session, approved for 1.5 CFP
Board CE credits, delves into the issues
that surround what to say and what to do
when a client becomes seriously ill or
receives a terminal diagnosis. By attend-
ing this session, planners can ensure that
their clients’ wishes are properly docu-
mented and respected. Attendees will also
learn the four things people need to give
and receive in order to die peacefully and
how to support the family—and truly
help them—through these difficult times.

FPA Retreat 2010 takes client rela-
tionships to the next level with the ses-
sion, “A Peek Inside Your Client’s
Mind,” presented by author and con-
sultant Robert Gignac.

This unique session, approved for 1.5
CFP Board CE credits, allows attendees to
gain insight from a client—not an
insider—about what keeps your clients up
at night. The answers may surprise you,
and even scare you, but the enlighten-
ment also will encourage you to take your

client relationships to a new level, and in
the process, make you more successful.

Lastly, FPA Retreat 2010 offers the ses-
sion, “The Mind Map X’ Factor,” pre-
sented by wealth manager Gary Klaben.

This session, approved for 1.5 CFP
Board CE credits, allows planners to learn
how to use mind maps to accelerate
learning and understanding that ulti-
mately leads to clearer communication
and more effective decision making. With
further application, planners can use
mind maps as the primary structure for
illustrating a client’s overall financial,
estate, tax and investment picture. Mind
maps also serve as an effective tool for
educating staff and creating greater effi-
ciencies for all back office processes and
for demonstrating to other planners the
tasks, structures and workflow needed to
execute a plan.

Attend one or all of these client communi-
cation sessions and learn how to make your
practice more successful. For additional pro-
gram information, rates and online registra-
tion, visit www.FPARetreat.org. &
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