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Demonstrate skills and techniques required to build a 
relationship with a client in a financial services 

environment 

Introduction 

In this learner guide, which consists of 4 modules, we will look at the following: 

 Projecting a professional image in a financial services environment.  

 Relating appropriately to a prospective client.  

 The importance of industry knowledge in building a relationship with a client.  

 Adapting a communication to the needs of a client 

Introduction 
This unit standard looks at the importance of projecting a professional image in the 

financial services environment.  First impressions last, and it is important that we 

look professional if we want our clients to take us seriously and trust the advice that 

we provide.  It is advisable to rather dress up and look professional for any 

interaction, rather than be under dressed and face the risk of creating a bad 

impression. 

Secondly, when interacting with a client, one must communicate clearly, credibly and 

concisely.  Always state the intention behind a client interaction and ensure that 

jargon are used to the minimum, and if used, explained in full, preferably with 

examples and understanding checked with the client.  Once must avoid sensitivities 

and stereotyping at all costs. 

It is a FAIS requirement that representatives must know their products very well, but 

also have sound knowledge of the industry and competitor’s product.  The reason 

being, apart from the fact that an action taken in once part of a clients financial 

profile will affect other parts, it is a legal requirement that when a financial product is 

replaced with another that an advisor is able to advise the client on the differences in 

cover, benefits, cost implications and so forth. 

And lastly we look at how communication is adapted by anticipating questions that 

the client could ask and formulating appropriate answers, how to correct 

misperceptions on the part of the client in a sensitive and diplomatic manner and 

how ongoing communication with a client over time will change. 
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Module 1 

Project a professional image in a financial services 
environment 

 

This Module deals with:  
 
 Dressing appropriately for an interaction in a specific client scenario  

 Stating the intention behind an interaction with a client clearly, credibly and 

concisely 

 Professional behaviour in a client interaction  

 The importance of preparation in a client interaction and the consequences of 

not knowing your client. 

 

Projecting a professional image in the financial services industry is very important as 

many clients use the image you project to make a decision about your level of 

competence and ethics.  This sort of stereo typing is not fair and should always be 

avoided by the financial professional, BUT we must never forget that clients will be 

using superficial impressions to make important decisions about us and our 

company. 

 

1.1 Dressing appropriately 

Appropriate business dress 
 
Appropriate dress for a specific interaction means that the person dealing with the 

client is dressed in appropriate business attire. This has relaxed over the past few 

years. In the past a formal business suit would be required but now a collar and tie 

with no jacket and even in some cases, smart casual, would be appropriate. 

 

The decision if the dress is appropriate or not will depend on the following three 

criteria: 

 The client’s expectation of how the consultant should be dressed 

 The dress code rules of the organisation 
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 The situation in which the interaction takes place 

 

The client will have an expectation of how the person advising them should be 

dressed.  This will be based on: 

 What is the norm for business attire in the client’s culture – an older retired or 

professional who wears a suit on a daily basis may consider anything less than a 

jacket and tie inappropriate. 

 The location of the meeting – the client may consider a suit and tie inappropriate 

at a meeting on his farm while the same client could have an expectation of you 

being dressed in this way for a meeting at your offices. 

 The relationship you have with the client – a client who does not know you may 

be more demanding of what is appropriate than one who knows you well. 

 

Dress Code 
 
The organisation may have a dress code which requires all staff to wear a uniform of 

certain level of clothing.  If the uniform for an organisation is a branded golf shirt and 

longs for their male client facing staff, as the company would like to present a 

professional yet friendly image, then this will become the appropriate dress for a 

client interaction. Ladies should also dress in line with this rule of what is appropriate 

business attire.  If your client base is made up of conservative older individuals then 

the dress would need to be more conservative and in line with the company’s dress 

code. It is possibly better to dress a little more formally than is required as this will 

never offend a client or make them feel uncomfortable while a staff member dressed 

too informally may. 

 

Male Staff 

In the absence of a dress code then the client facing staff member should follow 

these guidelines. 

Shirt (long sleeve) white with a collar and tie (avoid cartoons and “fun” ties) 

Long trousers (grey, navy or charcoal) with a belt 
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Shoes should be darker or same colour as the trousers and socks should not be 

showing while standing. 

 

Female Staff 

Black shoes and stockings 

Jacket or blazer 

Blouse with sleeves 

Skirt (not too short) 

Or  

Dress with sleeves 

Shoes and stockings 

Avoid revealing, transparent or shiny garments more usually used for evening wear. 

 

This dress would change with the situation of event and become more or less formal: 

 Calling on a client on the farm or in a workshop environment would be allowable 

to dress less formally – jeans and sensible shoes 

 Meeting a client at a cocktail party – dark suit or cocktail dress 

 Meeting a client at a formal dinner – evening dress 

 Taking a client to play golf – golfing attire  

 Taking a client to a sport event – smart casual 

 

It is also important not to dress more formally than your client by too large a degree.  

If you meet a client for drinks after work and they are dressed smart casually and 

you arrive in black tie and evening dress will make them feel very uncomfortable.  

However if you were in the normal business attire mentioned above you could make 

the client feel more at ease by taking off your jacket and tie. When in doubt always 

opt for the more formal approach – you can always dress down. 

 

1.2 Clearly, credibly and concisely stating the intention behind 

the client interaction 
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Regulations 
 
For good communication to take place it is important that there are no hidden 

agendas to be harboured by either of the communicators.   

A good way of beginning an effective professional communication would be for the 

advisor to clearly state the intention of the meeting at the beginning of the 

interaction. 

 

This clarification at the opening of the professional relationship makes good 

communication sense and apart from it being professional, it is now a legal 

requirement. 

 

The International CFP (Certified Financial Planners) Association has a six step 

process for advising a client and the first step of this process is: 

 

Establishing and defining a professional relationship: 

“The financial planner should clearly explain or document the services to be provided 

to the client and define both his and their responsibilities. The planner should explain 

fully how he will be paid and by whom. The client and the planner should agree on 

how long the professional relationship should last and on how decisions will be 

made.”  

This clarification is also a requirement of the PPR (Policy-holders Protection Rules) 

of the long and short term insurance acts and the FAIS (Financial Advice and 

Intermediary Services) Act.  More recently, this is addressed in great detail by TCF – 

Treating Customers Fairly which all financial services providers must comply with. 

 

These regulations require you to clarify the purpose of the call and to place the client 

in a position to make an informed decision by means of full disclosure  

 Advising a client of this in a letter of introduction(which explains who you are) 

 Handing over and explaining the statutory notice (which sets out the clients 

rights)  
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It is vitally important that there is a clear understanding of what the intention for the 

interaction is and this is still a great way of starting a professional relationship.   The 

process will proceed more effectively if: 

 The client knows you are there to talk to them about insurance 

 The client understands why you need to collect information and that this is the 

data gathering part of the process. 

 The client understands what areas you will be able to help them with and those 

you will not  

 The client knows exactly who you are, what your qualification levels are, what 

you are licensed to advise them in, what your affiliations are and areas of 

possible biasness. 

 

1.3 Professional behaviour in a client interaction  
 
An advisor is obliged to maintain a high level of professional knowledge and skill in 

order to advise clients in accordance with all relevant legislation and the appropriate 

technical and professional standards.  

 

An indication of professional behaviour in this area would be: 

 Constant professional reading 

 Attending conferences and lectures 

 Continued professional education 

 Demonstrate an understanding of the changes and amendments to legislation 

and regulations. 

For this reason, the FAIS Fit and Proper requires as part of the competency 

requirements, for all representatives to have a full relevant qualification, minimum 

experience, having passed the relevant regulatory exam(s) and thereafter continue 

on a path of CPD (Continuous Professional Development). 

 

An advisor can only provide advice in those areas in which he/she is technically 

competent or where the assistance of a suitably qualified professional has first been 

obtained. 



243137 Learner Guide   7 

 

INSETA copyright 2014 
 

 

 Using the letter of introduction to clarify their areas of expertise and to never give 

advice or operate in areas where they are not competent in 

 Have access to a network of advisors to advice on specialised areas and be 

prepared to refer to these experts when the client needs advice in these areas. 

 

In all relationships with clients, an advisor must act with integrity and professionalism 

and in good faith.  This means that they will always: 

 Never share any confidential information 

 Not use privileged information for own benefit 

 Always tell the truth in all dealings with clients and colleagues 

 Only give advice acting in the best interest of the client 

 Point out any situation that could lead to a conflict of interest when giving advice. 

 

1.4 Application of professional knowledge 
 
An advisor must, through the application of knowledge and skills, provide a client 

with those products and services which will best fulfil that client’s particular needs, 

with specific reference to that client’s personal financial circumstances.  This is 

referred to as a financial needs analysis.  The three areas that a financial needs 

analysis need to cover would be: 

 Financial situation 

 Financial product experience 

 Objectives 

This would require the advisor to only give advice or make suggestions: 

 After they have collected all the relevant information of the client’s situation and 

needs 

 Clarify this information by asking questions 

 Analysed this information using knowledge of the subject 

 Only suggest products or solutions that will meet these stated needs 

 

The professional advisor may never use any insignia or qualification that they were 

not entitled to use.  They must not infer that they are members of a professional 



243137 Learner Guide   8 

 

INSETA copyright 2014 
 

 

body when they are not, or suggest they have a qualification or level of license they 

do not have. 

 

The professional advisor must refrain from any objectionable or unseemly behaviour 

which could harm the image of the industry.  They should not: 

 The advisor should never run down any competitor or other members of the 

financial services industry or say or do anything that would bring the industry in 

disrepute. 

 If they identified any incorrect behaviour then they would report the individual to 

the relevant body or organisation.  This could be a professional institute the 

financial services board or Ombud. 

 Indulge in inappropriate behaviour with their staff or clients. 

 

Many people will try to find loop holes in the law and then advise their clients on how 

to take advantage of these loop holes. The professional advisor must, in the conduct 

of any business, abide by not only the letter but also the spirit of the law. This means 

that advising clients on how to “bend “the law to take advantage of these loopholes 

would not be considered professional behaviour. 

 

The professional advisor must understand that a proven contravention of their 

professional or FAIS code of conduct will subject them to appropriate sanction as set 

out in the institute’s constitution or the legislation.   

 

There are various regulatory requirements – PPR (Policyholder Protection Rules), 

FAIS (Financial Advisory and Intermediary Services Act), FICA (Financial 

Intelligence Centre Act), TCF (Treating Customers Fairly), POPI (Protection of 

Personal Information Act), POCA (Prevention of Organised Crime Act), amongst 

others, that regulate client interaction and the professional advisor must ensure that 

they comply with all these regulations. 

 

This means that they must have checks and balances built into their procedures to 

ensure that they are fully compliant with the law and their code of conduct.  That is 
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also a requirement in terms of FAIS – the FSP needs to ensure that their policies, 

procedures and systems operate in such a way that it complies with the FAIS Act. 

 

1.5 The importance of preparation in a client interaction  
 

Preparation 
The professional advisor must always ensure that they are prepared for each and 

every meeting with a client. 

Documents 
The following documentation should be ready before calling on the client: 

 Letter of introduction 

 Confirmation that they are acting on behalf of an authorised FSP and that the 

FSP takes responsibility of their actions and that there is suitable insurance in 

place 

 Statutory notice 

 Data capture instrument – paper based or computerised – this could also just be 

the record of advice that needs to be kept 

Information 
The advisor should also complete any preparatory gathering of information which 

could include: 

 Researching the client on the company’s database if the client is an existing 

client 

 Gathering background information from the source if this is a new client that has 

been referred 

 Likes and dislikes 

 Any relevant information on the client situation 

Legal requirements 

They would also ensure that they have the “Know your Clients” requirements in 

terms of FICA (Financial Intelligence Centre Act) should the FSP be an accountable 

institution with FICA.  This legislation requires the professional advisor to gather 

certain information about the client before conducting any transactions for the client 
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OR entering into a professional relationship.  This legislation requires you to gather 

the following information: 

 Copy of the client’s identity document 

 Copy of a utility bill (electricity, phone etc) to prove residence 

 Copy of income tax assessment 

Client requirements 
You are required to keep records to prove that you have complied with these 

requirements of the Act.  If the advisor understands the client’s situation then they 

will be able to recognise any suspicious transactions and the advisor is also required 

to report these suspicious transactions to the Financial Intelligence Centre.  These 

regulations, along with the Prevention of Organised Crime Act, are designed to help 

identify any transactions that could be the proceeds of crime which would include the 

proceeds from the following activities: 

 Drugs 

 Organised crime 

 Child pornography 

 Terrorism 

 Income tax evasion 

If you do not get to know your client well at the start of a professional relationship 

you risk not recognising these behaviours.  Apart from the regulations mentioned, as 

mentioned previously, in terms of concluding the required financial needs analysis, it 

is imperative to gather the required information from a client. 

 

Understanding your client 
The FAIS Act requires you to understand your client before you do any planning for 

them and the FIC Act also requires you to make sure you know your clients situation 

before doing any work for them.  Both of these pieces of legislation carry severe 

penalties for non compliance.  Non-compliance in terms of FAIS could result in an 

R1m fine and/or up to 10 years imprisonment and FICA carries a R10m fine and the 

possibility of 15 years in prison.  Apart from making good financial planning sense it 

has become a legal requirement for the advisor to ensure that they “know their 

clients” and prepare even before the appointment. 
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Module 2 

Relate appropriately to a prospective client 
 

This Module deals with:  

 The appropriate language required for a client interaction based on an informal 

assessment of the client’s knowledge of financial services 

 Sensitivities and the consequences of stereo-typing 

 The importance of confidentiality in a relationship with a client  

 Ability to adapt an approach and style in relation to a client  

 

It is the responsibility of the financial services professional to ensure that the client 

feels at ease during the interaction and to ensure that they understand all the 

concepts and aspects of their financial situation.  Apart from being part of good 

communication skills of a professional financial planner, it is also a requirement in 

terms of the FAIS Act to provide all of the information to the client, ensuring that the 

client understands the information supplied enabling the client to make an informed 

decision.  

 

2.1 Appropriate Language 

The professional and legal requirements for “know your client” require you to gather 

information about your client to help you understand their situation and needs.  

 

While this is usually thought of as gathering hard information about assets, liabilities 

and other relevant aspects of the client’s situation this is also the time when we must 

gather information that will help us to understand some of the soft aspects of the 

client’s situation and needs.  This is as important as the hard information.  This soft 

information that would help us better understand the client’s true situation would 

include the following: 

 Fears; 

 Concerns; 

 Goals; 
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 Preferences or dislikes; 

 Risk profile of the client; 

 The clients level of sophistication about financial services and ability to 

understand the concepts being presented. 

 

One of your main concerns should be to ensure that the client understands the 

situation and solutions you are proposing and to do this you MUST ensure that all 

your communication with the client is in language they will be able to understand. 

Financial principles  
The financial services industry is fairly complex and the products are made up of 

some fairly sophisticated asset classes and products.  The decisions the client needs 

to make will often depend on an understanding of and application of certain macro 

economic and financial principles which can be fairly complex and difficult to 

understand.  This is all made more difficult by the use of financial services or industry 

jargon which will make the speaker sound like they know what they are saying but 

will simply confuse the client. 

It is a requirement of the FAIS Act that the client be put in a position to make an 

informed decision and to do this all communication must be in plain language that 

the client will understand.  The onus is put on the advisor to ensure that the client 

understands the concepts before being asked to make a decision. 

Level of understanding 
The professional advisor would ascertain the client’s level of understanding of 

financial services, economics and finance by asking a few questions during the 

opening and information gathering phase of the interview. 

This could include questions along the following lines: 

 What sort of products have been used in the past – this will give an 

understanding of what sort of products the client has been exposed to in the 

past; 

 Ask questions about these products to gauge their satisfaction as well as 

understanding of these products; 

 If applicable, ask questions related to the rate of certain economic indicators for 

example the inflation rate, exchange rate, etc – this will give an understanding if 

they understand these concepts and if their answers are current (this depends 
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on the financial product and would for instance not be relevant in terms of funeral 

policies or short term insurance); 

 Ask them questions about their concerns and how they feel these could be 

solved. 

Questions 
Well structured questions will ensure that you understand the client’s level of 

understanding of financial services and will enable you to position your 

communication accordingly. 

 

When communicating with the client verbally and in writing make it a rule to always 

use plain language and avoid all jargon and acronyms.  If these must be used make 

it a rule to always explain these terms. 

 

Thus you must ensure that: 

 Rather than using terms like indemnity, subrogation, personal lines products and 

so forth, explain the meaning thereof and ensure that the client is comfortable 

with your explanations 

 First explain what FAIS is and what is covers, before just using the term FAIS – 

the same goes for other pieces of relevant legislation. 

 

If possible, use simplified flow charts and diagrams to illustrate complex financial 

points. 

Slang & Jargon 
Ask the client questions to test understanding of any new or complex concepts you 

introduce. 

 

Naturally avoid the use of popular slang as this may also confuse the client as well 

as sounding unprofessional. 

 

Remember your goal in all communication with the client is for them to understand 

their situation and the solutions you are suggesting so that they can make an 

informed decision. This is a requirement if you want to be a professional in financial 

services as well as comply with the regulations. 
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2.2 Sensitivities and the consequences of stereo-typing 
 

Stereo-typing 
Stereotyping is a set and rigid attitude towards, or a belief about a group of people 

without taking into account the individualism of a specific person. 

 

 The way the mind stores, organises and recalls information produces stereotypes.  

For example, you are pushed off the road by different taxi’s three times in one week.  

That means that your brain has stored this 3 times.  Whenever you see a taxi, your 

brain automatically retrieves the information that you were pushed off the road, and 

now you might associate all taxi drivers as violent.  We therefore try and predict how 

others will behave. Sometimes this becomes embedded in our culture or society, for 

instance, all blondes are dumb.  

 
It might therefore be possible to make quick assumptions about a client based on 

superficial first impressions and then allowing these assumptions to form the tone 

and content of the client interaction.  As an example, you are to meet a client who is 

a business owner for a quotation on his business and personal portfolio.  Arriving at 

his premises you cannot find anyone but the mechanic working on a truck.  You 

might talk down to this person, not treating him with the necessary respect assuming 

that he is not intelligent as he is just a motor mechanic (no offence meant as it is with 

the intention of proving a point), not realising that this in fact is the business owner 

that needed to sort out an issue.  In the manner that you then treated him not 

knowing who he is, you might have ruined the relationship before it started. 

 

This can lead to a situation where we treat people in a way that could range from 

causing mild embarrassment or slight irritation on the part of the client to an 

accusation from a very angry client of racial or sexual discrimination because we 

have treated them in a way which they believe has demeaned them in some way.   
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2.3 The importance of confidentiality in a relationship with a 
client and the consequences of non-compliance 

 

Confidentiality 
One of the cornerstones of the professional relationship is the concept of 

confidentiality of the information you gather from the client during the advice process. 

 

This process requires you to gather sometimes very personal and confidential 

information in order for you to advise the client effectively.  The law also requires you 

to gather this information before offering any advice.  Naturally the client must 

believe that this information will be treated in the utmost confidence by the advisor. 

This means that the information you gather from the client may not be shared with 

anyone who is not allowed to have this information.  You may not use this 

information for any other use other than the mandate you have with the client and 

you are not allowed to use this for sending unsolicited adverts or spam to the client.  

You cannot sell their e-mail addresses or telephone numbers to other organisations 

or departments in your company for this purpose 

You may not have information about the client, without the client’s knowledge and 

you may not share any information about the client without their permission in 

writing. 

 

This level of confidentiality was once part of the professional code of conduct of 

certain professions now this has become part of various pieces of legislation. 

 

FAIS (The Financial Advice and Intermediaries Services Act) requires us to treat the 

client’s information with the highest confidence. 

There are other pieces of legislation which also regulate the access to information 

held in organisations data bases and electronic data bases and the use of this 

information.  These would include the following legislation: 

 Access to Information Act; 

 Electronic Communications and Transaction Act; 

 Interception of Communications and Provision of Communication related 

Information Act. 
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 Protection of Personal Information Act. 

 

2.4 Divulging information to third parties 
 
The client must also clearly understand the circumstances that you will be forced to 

divulge personal information to third parties.  While some professions such as 

doctors, lawyers and priests are subject to a code of conduct which makes the 

information shared absolutely confidential, the financial services industry are subject 

to various pieces of legislation which will force them to provide information to a third 

party under very specific circumstances. 

 

The Access to Information Act sets out the circumstances and procedures that must 

be followed if you hold any information in your data base which materially affects a 

third party and that party would like access to this information.  This Act requires you 

to have a procedural manual for dealing with these queries which is advertised in the 

Government Gazette.  This manual will set out your procedures: 

 For deciding what sort of requests would be considered; 

 The method of submitting these requests; 

 The procedure followed in deciding these requests; 

 The procedure for advising your clients of this request being received and their 

rights to submit reason why this request should not be considered; 

 FICA( Financial Intelligence Centre Act) and POCA(Prevention  of Organised 

Crime Act) clearly sets out a requirement for you report any behaviour you 

suspect is as a result of money laundering or the proceeds of organised crime, 

drugs, terrorism, child pornography or tax evasion; 

 The Receiver of Revenue can request information about a client they are 

investigating and this information must be supplied; 

 The police can request information if they hold a court order instructing you to 

deliver this information. 
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2.5 Consequences of non-compliance 
 
The consequences of non-compliance with these rules and regulations can be 

devastating.  If you betray confidential information, use this information in the ways 

mentioned above or fail to comply with the regulations regarding access to 

information or money laundering this could lead to: 

 Loss of a client for breaking professional confidence; 

 If you are a member of a professional body the client could report you to your  

professional body for breaking the confidentiality requirements of your code of  

conduct; 

 The client could report you to the Ombudsman; 

 The client could sue you for damages caused by this betrayal of confidence; 

 The Financial Services Board could investigate you in terms of non compliance 

with the FAIS Act; 

 You could be fined or imprisoned in terms of non compliance with the various 

pieces of legislation. 

 

It is clear to see that treating the information you gather from the client correctly in 

terms of professional requirements for confidentiality and legal regulations is very 

important for the professional and trusted advisor. 

 

2.6 Ability to adapt an approach and style in relation to a client  
 

Flexibility in the professional relationship 
While every client deserves and should be able to expect a standard level of 

professionalism, you must be able to adapt your approach and behaviour in different 

situations.  For example a call on a brand new client who you have never met before 

would mean that you are very polite and formal in your dress and approach with you 

asking a lot of questions to clarify the client’s situation and be sure you are 

addressing the right issues. 

 

Later meetings with this same client when you have developed a friendly and close 

professional relationship could mean that your approach is less formal with you both 
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using first names and you asking fewer questions as you now have a very good 

understanding of the client’s needs and requirements. If the client is a very formal 

individual the business relationship may never become friendly and on a first name 

basis as the client may never appreciate this “familiarity”, however you would be able 

to reduce the number of questions you ask as you have developed an understanding 

of the client’s needs. 

 

A client who is very analytical and needs a lot of information before making a 

decision may need you to present very detailed information in a very logical 

sequence and will ask a lot of questions before they are in a position to make a 

decision and you may have to go back with more information a number of times.  

 

Another client with a driving personality may be ready to make a decision very early 

in the process and you may not be sure if you have covered all the bases sufficiently 

in terms of the regulatory requirements.  This client may want to make a decision too 

quickly and you may need to ensure that all the requirements are met without 

irritating the client. 

 

In terms of the FAIS Act, should a client refuse for you to undergo a full needs 

analysis, or decide to invest in or buy a product which you did not recommend, it is 

required from you to warn the client of the consequences of their decision, and note 

this on the record of advice which the client should sign.  This avoids or at least 

assists when disputes arise later on. 
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Module 3 

The importance of industry knowledge in building a 
relationship with a client 

 

This Module deals with:  

 The importance of knowing the industry and the wider financial services 

environment with reference to how it impacts on advice 

 The importance of competitor intelligence in a relationship with a client  

 Ability to anticipate questions in a specific situation  

 

3.1 Importance of industry & financial knowledge 
You may be giving advice on short term insurance or another sector of the financial 

services industry but you must always understand that the all the parts of the 

financial services industry are interrelated. 

 

A decision to take action in one part of the client’s financial needs will have an effect 

on other areas of the client’s financial life. For instance, a financial institution that has 

granted credit for a car will require the borrower to insure it comprehensively as they 

have insurable interest in the item.  They should also strongly recommend insurance 

against death of the borrower as both these situation would affect their risk in this 

transaction. If a client purchased a new second property this will be an added asset 

in the client’s portfolio which could affect the client’s exposure to the following areas: 

 Capital Gains Tax; 

 Income Tax if the property is to be rented out; 

 Liabilities could be higher if the property is financed; 

 May make the client over exposed to the bank and effect further credit; 

 Estate Duty; 

 Life Insurance requirements; 

 Short term insurance requirements; 

 Short term saving requirements for property maintenance; 

 Client retirement planning situation could be changed; 

 Client cash flow situation could be effected; 
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 Changes to property legislation could now effect this client as they own a second 

property; 

 The changes in the property market will affect the growth or loss in this 

investment; 

 An inflow of people from overseas settling in South Africa could push up prices 

while people leaving the country could reduce the prices. Either of these 

situations  would effect this client’s investment; 

 The rand appreciating or depreciating against other currencies could also affect 

the value of the client’s investment. 

 

Global importance 
It is important for the professional giving advice in any area of the financial world to 

understand that South Africa is part of in international system and that all the 

components of the local system are interacting and effecting each other as well with 

international systems.   

 

As South Africa has become part of the international community and the government 

has allowed more aspects of our financial system to be governed by the market 

rather than by government intervention, this system has become more dynamic and 

the advisor can no longer offer advice in a narrow band or sector.  They must give 

advice in their area of operation while taking into account the effect that the whole 

financial system – internationally and locally – will have on the advice given 

 

3.2 The importance of competitor intelligence in a relationship 

with a client  

If you hope to give your clients professional advice on how your products are going 

to meet their needs, it goes without saying that you need to have in-depth product 

knowledge of your company’s product range. 

 

It is as important to have an understanding of your competitors’ products to be able 

to give your clients balanced advice if you want to develop a professional and trusted 

relationship with your clients. 
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FAIS requires you to give your client the most appropriate advice to solve a problem 

or financial situation.  This means that if the client expresses a need for a product 

your company offers you can suggest they use this product.  This is allowed if your 

letter of introduction clearly states you are employed by a certain financial institution 

and can only market that company’s products.  The client has been advised that you 

will only offer your company’s products and there is no expectation for you to offer 

unbiased advice in this area.  You have in fact advised the client you are biased to 

your company’s products so they know they are dealing with an agent or 

representative of a particular company. 

 

If your letter of introduction states that you are a broker and are licensed to sell the 

products from a range of financial institutions then the client has an expectation that 

when you give them the most appropriate advice, you will suggest the solution that 

best meets their needs.  

 

This would mean that if you operate as a broker you will need to have an in-depth 

knowledge of all the product offerings from all the players and are able to advise the 

clients appropriately. 

 

The representative of a particular company would not need this level of knowledge 

about their competitor’s products however they would need to understand these as 

their clients develop a trusting relationship with their advisor and they will expect 

their advisor to be able to speak intelligently about the suggested in-house solution 

compared to some of the competitor’s offerings. 

It is important to remember that as per FAIS, you are not allowed to compare 

financial products or institutions with one another unless the differentiating 

characteristics are made clear, as previously mentioned.  One may not make any 

unfair, unsubstantiated or incorrect critisms about a financial product, product 

suppliers, providers or representatives. 

 

Another reason you would need to understand the competitors products would be if 

your company offers a limited banking or financial services offering and your 

investigation of the client’s situation uncovers a specific need that your company’s 

product range will not meet, as you do not have that specific product.   
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This could be one of the following situations: 

 A client needs a off shore product and your company does not offer one; 

 A client needs a commercial or corporate product and your organisation only  

operates in the personal market; 

 A client needs a type of policy your company does not offer; 

 A client needs a service your company does not offer. 

 

3.3 Anticipating questions in a specific situation  
 
Your level of license in terms of FAIS means that you are only allowed to advise and 

give information on products that you are authorised in but not in ones that you are 

not licensed in. 

 

When you have prepared sufficiently for a client interaction and you are 

knowledgeable about the product offerings of the company you represent, that which 

is available in the market and you understand the financial services industry as a 

whole, you will be able to anticipate the questions a client might ask about your 

company, it’s products, similar products and offerings and so forth. 

 

For instance, using a short term insurance example, when advising your client about 

comprehensive vehicle insurance when a vehicle has extra’s and is financed, you 

should anticipate questions about which perils will be covered, what is not covered, 

how the additional accessories should be insured, the interest of the bank, vehicle 

credit shortfall, additional benefits and the excess options and whether your 

company offers a NCB (No Claims Bonus) or Cash Back reward. 

 

You are therefore able to formulate answers and advise the client on all aspects in 

anticipation of the expected questions you may receive. 
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Module 4 

Adapt communication to the needs of a client 
 

This Module deals with:  

 Appropriately selecting vocabulary in line with a client’s level of understanding 

and needs. 

 Diplomatically correcting misperceptions on the part of the client  

 The implications of an ongoing relationship on communication with a client  

 

As discussed earlier it is important that you ascertain the level you should pitch your 

written and verbal communication to your clients and ensuring that these 

communications are understood by the client.  This is a requirement of professional 

communications as well as the FAIS Act. 

 

4.1 Selecting appropriate vocabulary  
 
Use simple language, at all times, and always avoid the use of jargon or acronyms, if 

possible.  Financial services are famous for the use of jargon so if these are 

absolutely necessary or unavoidable always explain them and write out the acronym 

in full. 

 

This does not mean you should use language that is demeaning or insulting to the 

intelligence of the client and it is important that you pitch your communication at the 

client’s level. 

 

When preparing written documents you can check the reading level of the document 

using MS Word which will provide you with the reading level of the document using 

two methods: 

a) Flesch reading Ease Score 

b) Flesch- Kincaid Grade Level Score 

When Microsoft Word finishes checking spelling and grammar, it can display 

information about the reading level of the document, including the following 
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readability scores. Each readability score bases its rating on the average number of 

syllables per word and words per sentence. 

 

Flesch Reading Ease Score 

Rates text on a 100-point scale; the higher the score, the easier it is to understand 

the document. For most standard documents, aim for a score of approximately 60 to 

70. 

The formula for the Flesch Reading Ease score is: 

206.835 – (1.015 x ASL) – (84.6 x ASW) 

where: 

 

ASL = average sentence length (the number of words divided by the number of 

sentences) 

ASW = average number of syllables per word (the number of syllables divided by the 

number of words) 

Flesch-Kincaid Grade Level Score 

Rates text on a U.S. school grade level.  

For example, a score of 8.0 means that an eighth grader can understand the 

document. For most documents, aim for a score of approximately 7.0 to 8.0. 

 

The formula for the Flesch-Kincaid Grade Level score is: 

(.39 x ASL) + (11.8 x ASW) – 15.59 

where: 

 

ASL = average sentence length (the 

number of words divided by the 

number of sentences) 

 

ASW = average number of syllables 

per word (the number of syllables 

divided by the number of words) 

This document is written at a level 12 

and 42.6 which means that it would 
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be pitched at too high a level for a layman reader.  

 

4.2 Correcting misperceptions on the part of the client 
diplomatically  
 
It is important that we check for understanding when speaking to clients or 

presenting a written proposal.  This would be done by asking relevant questions 

which would give us an idea if the client is following the process, concepts and 

suggested solutions. 

 

Misperceptions on the part of the client must be corrected but this must be done 

diplomatically and respectfully.  We must ensure that we do not allow the client to 

feel silly or embarrassed in any way by this process or we risk the following 

consequences: 

 Hurting the client’s feelings; 

 Embarrassing the client; 

 The client may stop giving us feedback which means we will not be sure if the 

client understands.  Remember this is a FAIS requirement; 

 Make a client angry as they may feel you are trying to belittle or embarrass them 

intentionally; 

 Break the relationship of trust. 

 

4.3 The implications of an ongoing relationship on 
communication with a client  

 

The implications of using verbal and written communication that the client 

understands and combining this with active listening skills will ensure that the 

relationship grows and develops. 

 

This will result in the following positive implications: 

 Clients will understand what is being proposed to them and they will be able to 

make an informed decision. 
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 You will know they understand the situation and solutions you have suggested 

and that you can proceed with implementation with confidence 

 The clients will not have any misconceptions about the situation and solutions 

which will reduce the amount of client complaints  

 The client will understand the level of risk in their situation and the proposed 

solution 

 You will know that you are complying with a very important requirement of the 

FAIS Act requiring simple language in all communication with the clients and 

placing the client in a position to make an informed decision. 
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