
masterful advice conversations for trusted advisers

Expert advisers are masters at using emotional intelligence 
to deepen client relationships and instil trust. 
A study by the Association of Financial Advisers found that what 
differentiates leading advisers in the eyes of clients are actually the 
interpersonal skills and emotional intelligence that complement the 
adviser’s technical skills. Clients rated capabilities such as empathy, 
listening and understanding client needs a massive 82% above 
professional reputation, quality of advice and other factors. 
Developing these skills provides a clear pathway to becoming a 
trusted adviser. Industry groups that offer emotional intelligence 
training are likely to develop stronger networks with better 
performing advisers and practices.

Emotional intelligence  
and trusted advisers

Who should attend?

Learn the emotional intelligence skills of expert advisers 
to earn trust in the new regulatory environment. 

The Emotionally Intelligent Adviser programme is a unique 
opportunity to gain masterful client relationship and emotional 
intelligence skills to develop the highest level of engagement. 
The programme:

• Integrates emotional intelligence skills with a best-practice 
client engagement process

• Draws on neuroscience and emotional intelligence research
• Teaches practical skills and strategies advisers can apply 

with clients right away
• Includes personal emotional intelligence assessment, 

feedback and coaching.
 
8 reasons you will benefit from this training

• Build confidence and mastery as a trusted adviser 
• Discover how and why the brain reacts emotionally and 

how to make more effective decisions 
• Develop the emotional intelligence to handle your 

responses--and client's--to acheive positive outcomes in 
every conversation

• Learn to deepen rapport and trust by understanding what’s 
really happening in meetings and interactions 

• Identify and manage the most difficult client emotions and 
reactions, including reactions to personal financial stress, 
market volatility, investment and longevity risk 

• Practice your emotional intelligence skills in life-like client 
conversations

• Receive coaching around your emotions and behaviour in a 
supportive group and confidential one-on-one session

• Assess your real emotional intelligence abilities

The Emotionally  
Intelligent Adviser

Advisers in private practice
Employed advisers in larger bank networks 
Technical advice specialists

The programme is designed exclusively  
for professional financial advisers.

Accredited professional  
development for advisers 

"As Financial Planners we tend to focus on the technical details and overlook 
the emotional forces at play in financial planning. The programme provides  
the skills to assist in better engaging with clients and understanding their 
core needs."   John Ross CFP, Ethos Financial Advisers

"While some advisers are natuarlly gifted with good interpersonal skills, even 
the most trusted advisers have, at times, had to work hard to acquite new 
skills in this area."   Association of Financial Advisers 

Qualities clients say are most important in advisers

Interpersonal skills
(communication skills, building rapport, 
caring about clients, understading 
needs, listening empathy

Personal reputation
(honest, ethical, instils confidience)

Quality information 
and advice
(unbiased, sound,relevant, tailored, 
practical, helpful, comprehensive)

Service
(proactive, responsive, available, reliable, 
accessible, delivering promises)

Knowledge
(product, industry, financial)

Technical skills, 
expertise and 
experience

Other

19%

15%

11%

4%

7%

82%

17%

AFA White Paper, The Trusted Adviser: 
Honouring the client at every turn. May 2013.

FPA
28 CPD  
points



Value to you
This in-depth programme includes group training, personal 
assessment, feedback and coaching. Each person receives:

• Face-to-face training programme 
• Genos Emotional Intelligence assessment, profile,  

60 minute debrief and coaching session
• Training materials, lunches and refreshments
• Post-programme follow-up

Contact us
Ask us about opportunities to  

deliver programmes and keynotes for your  
organisation or professional network. 

t: +61 2 9399 3989
e: contact@langleygroup.com.au

w: langleygroup.com.au 

Emotional Intelligence and the trusted adviser
• The science of emotional intelligence and how emotions 

impact performance, behaviour and decision making.
• Core components of emotional intelligence and a model 

for emotional awareness, management and expression.
• Building trusted relationships with emotional intelligence.
• Reading emotional cues and body language.
• Understanding complex emotions and client drivers.

Masterful advice conversations
• Applying emotional intelligence to best-practice 

engagement and each advice conversation.
• Engaging with empathy and strategic questioning.
• Managing client emotions to stay focused and in control 

while keeping the connection.
• Dealing with defensiveness and the threat response.
• Using emotions to generate positive energy and encourage 

buy-in to your advice.
• Self-management tactics to increase your confidence, 

authority and presence.
• Case study, observation and practice.
• Applications and strategy planning.

Expert facilitators 
 
Sue Langley and her team bring together industry leading 
experience in the practical application of emotional 
intelligence with broad knowledge of the wealth 
management industry. As Australia's leading adviser in 
emotional intelligence and a globally recognised master 
trainer, Sue brings real world understanding of what it 
takes to advise–and live–with emotional intelligence.

Tailored programme 
The Emotionally Intelligent Adviser blends theory with practice over  
two days of training or four half-day sessions, plus individual support. 

"Emotional Intelligence isn't a luxury you can dispense with  
in tough times. It's a basic tool that, deployed with finesse,  
is the key to professional success.” Harvard Business Review

Tangible outcomes
Research demonstrates that managing and indeed harnessing 
emotions contributes significantly to client wellbeing and 
confidence in financial matters. 

In a pioneering study, American Express US found that a 
group of Financial Planners with just 12 hours of emotional 
intelligence training led to 16% higher outcomes in sales and 
client satisfaction, with a 20% increase in sales.

Emotional Reasoning
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Continuing education
Participants can earn 28 Continuing Professional Development  
points from the Financial Planning Association, the highest 
awarded to any training.


