Powerful Communication Skills
Asking the Right Questions and Listening to the Answers
99.99% of client, employee, and vendor breakdowns are predictable.
You’re only as good as people say you are.
Information is power. Power is control.

Reality Check
Write three
client’s names
here.

Prefers email
or voicemail?

Pet peeves?

Why did they
hire you over
someone else?

What would
motivate them
to replace you?

1.
2.
3.

What are clients satisfied with? _____________________________________________________________
What would make clients more satisfied? _____________________________________________________
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The Formula for Strengthening Business Relationships
Request Candor
“I want a good relationship with you. If we work together long enough, I will do
something that violates your expectations. When I do, I hope you will tell me. I
promise I will say thank you.”

Ask Permission to Give Feedback
“I’d like to be able to do the same with you. If something is preventing us from doing
the best work for you or providing you with the best service, is it ok if I tell you?”

Don’t Guess
“In addition to knowing your life goals, plans and concerns, I’d like to know about your working style
preferences so I work with you how you like to work. Can I ask you a few questions about how you like to
receive information?”

Set Expectations
“When we do our portfolio reviews, I’m going to ask these questions again to ensure you are getting what you
need, how you need it. And again, I hope you will be candid with me.”

Differentiate yourself by asking questions others don’t.










How often would you like to meet?
Do you prefer scheduled or impromptu calls?
Do you prefer to meet over the phone or in person?
What time of day is best?
How will you know you chose the right financial planner
(how are client’s evaluating you)?
What’s the best thing about my service?
What do you wish I would do more?
What would make our meetings more effective?
What’s it like to call my office and talk with my assistant or our
receptionist?

Notes:
_____________________________________________________________________________________
____________________________________________________________________________________
_____________________________________________________________________________________
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Human beings get defensive when they get feedback.
To get more feedback ask for it & promise you’ll say “thank you.”
Next Steps: Conduct Relationship Inventories™
1.
2.
3.
4.

Call your best clients and could-be-best clients.
Ask about clients’ working style preferences.
Ask for feedback. Say thank you.
Tell clients you’ll ask these questions each time you meet.

Bonus Questions:
 Write down the names of prospects who didn’t hire you.
 Why didn’t s/he hire you?
 Write down the names of clients who stopped working with you.
 Why did s/he stop working with you?
Notes:
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________
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