
 

          
 

Practice Management for Trusted Advisors 

 
TRUST DEFICIT – What is it?  And how to avoid it! 

 

Every prospecting encounter is susceptible to a trust 

deficit.  How to avoid this relationship roadblock 

needs to be addressed by all sales professionals.   

What is a trust deficit?  It’s the cold shoulder, it’s the 

blank stare, it’s the unwillingness of a prospect to open up and share their concerns or needs 

with a salesperson.  This shield of defense significantly diminishes the odds of success to building a 

relationship.  Have you been in a social situation and told a new acquaintance that you’re an 

advisor, or an insurance agent and you immediately notice a change in demeanor?  That’s the 

trust deficit.  The acquaintance thinks you are going to solicit them or try to sell them 

something.  Why is this the case?  People do not want to be sold to.  They want to speak with 

someone on their terms.  They want to discuss issues and challenges with someone who they 

deem an expert.  

Let’s dissect trust a little more to accentuate this point.  How do you build trust?  I’ve asked this 

question to wealth advisors hundreds of times.  The most common answer is either with 

certification and/or advanced education and being responsive in a timely manner…” I secured 
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my CFP, and everyone gets a call back within 24 hours”.  That’s not enough!  First, how can we 

measure and assess trust?  In Charles Green’s book, Trusted Advisor, he introduces a formula to 

do just that.   

Trust =  Credibility + Reliability + Empathy 

Self-Interest 
 

 

These four factors of trust are the drivers to decision making.  Each factor is a cornerstone to 

building a narrative and differentiating your business.  Building a narrative around the trust 

formula will enable you to make an emotional and intellectual connection with your target 

market.  The goal is to demonstrate a high level of credibility, reliability and empathy and a low 

level of self-interest.   

 

Credibility and Reliability create an intellectual connection.  This type of connection is driven by 

process, certifications, advanced degrees, and years of experience.  Defining a process is critical 

to helping a prospect envision the client experience.  A process defines a repeatable systematic 

action that increases the odds of success.  Although these two cornerstones are essential to 

building trust, they are also the most commoditized trust factors of a wealth advisory business.  

Simply put, credibility and reliability are expected and by themselves, are difficult to 

differentiate a business.    

 

Empathy and Self-Interest are the emotional connectors in the trust formula and the drivers to 

avoiding a trust deficit.  The most common contributor to a trust deficit is that the prospect 

feels that the salesperson has a high self-interest.  They think the advisor or insurance agent is 

trying to sell them something only to earn a commission.  Demonstrating empathy to your 

target market will differentiate yourself.  Being able to articulate that you understand the 

personal experiences, concerns or challenges a person faces will trigger curiosity and 

willingness to continue a dialogue.  Empathy will have your target market feeling/thinking “I 

feel that way” or “I worry about that” and begin to consider the advisor as a credible source to 



help.  Self-Interest, being the denominator of the trust formula is critical to avoiding the trust 

deficit.  The goal is to demonstrate that you are an advocate for their success and the ancillary 

benefit is that you get paid.  The prototypical win-win scenario.   This is the basis for an 

advocate-based sales process.  When you think of advocates in your life, personal and 

professional, they all have the same characteristics driven by trust.  Advocates build a trusting, 

honest relationship and are happy to elevate themselves but never at the cost of others, 

especially clients. 

 

The ultimate drivers of success in the wealth advice industry are client 

Retention, Acquisition, and Wallet-share.  Building a narrative and process 

around the trust formula will strengthen your R.A.W. Skills.  A strong 

narrative addressing the four cornerstones of trust will drive a wealth 

advisory team’s ability to define what they do with passion, confidence, and 

speed.  How are your team’s R.A.W. Skills?  How about your clients?  Are they advocates for 

your success?  How do they describe you to their friends and family? 

 

Over the years we have coached and provided best practice 

insights and actionable strategies to advisors and brokers who 

share a genuine interest in helping their clients win and in 

helping themselves become even more effective. One way that 

we have helped is by teaching advisors how to differentiate 

themselves from the sea of competitors who often look and 

sound the same.  

 

Specifically, we have pioneered a process that helps advisors identify, define, and communicate 

their value to their clients and prospects, strengthening their client Retention, Acquisition, and 

Wallet share. Anyone can learn the process and best of all, it works.  

 



At Regal, we are committed to working with advisors and brokers who are interested in 

growing their skills and to provide their clients and themselves with the best solutions 

available.   Let’s work together to elevate your R.A.W. Skills. 
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