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Understanding the trust equation, embedding trust and evidencing 
value to clients 

Define and Apply the trust 
equation  т to strengthen 
fee positioning and 
reinforce professional 
credibility

Demonstrate  value beyond 
price  т articulating expertise 
helps differentiate advisers in 
competitive market

Appreciate  how minimizing 
self orientation strengthens 
trust and unlocks the power 
of our personal 
relationships.

Learning Objectives 
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ћÑƖƨƚƣ is the glue of ũŔŉĲњШ
emphasizes that trust is 
essential for effective 
communication and 
the foundation of
all ƖĲũċƣŔŸŰƚőŔƓƚќ
Stephen Covey, 
Educator and author

Ψ¢Ǌǳǎǘ Ŝǉǳŀƭǎ ŎƻƴǎƛǎǘŜƴŎȅ ƻǾŜǊ ǘƛƳŜΦ ¢ƘŜǊŜ ƛǎ ƴƻ ǎƘƻǊǘŎǳǘ ŦƻǊ ŜƛǘƘŜǊΩ

ћÑƖƨƚƣ equals consistency 
over time. There is no 
shortcut for ĲŔƣőĲƖќ
Jeff Weiner,
LinkedIn Exec Chairman



What is Trust?

What is Trust? Noun | /tr^st/

Firm belief in the reliability, 
truth, ability or strength of a 
person or entity, often involving 
a willingness to be vulnerable to 
ċŰŸƣőĲƖќƚ actions



Trust matters in financial planning

Trust matters in 
financial planning

Advice: more than a service you 
charge for. fƣќƚ the heartbeat, your 
personal promise to clients т a 
relationship of trust



Financial Planning = People

Financial Planning = People

Money is the 
currency of 
transactions

Trust is the 
currency of 
interactions



What is Trust in Financial Planning?

What is Trust 
in Financial 
Planning?

Noun | /tr^st/

A confident relationship with 
the financial unknown т 
financial peace of mind



The TRUST Challenge for financial planning
9% Club 

Important to start here тonly 9% of UK population access advice т
barriers include perceived cost, trust and accessibility

Trust Matters 

72% of investors cite trust as the most important quality when choosing an 
advisor, surpassing investment experience (50%) and holistic advice (46%)* 

Trust Recession

ÑƖƨƚƣШŔŰШŉŔŰċŰĦŔċũШƚĲƖƻŔĦĲƚШőċƚШĲǂƓĲƖŔĲŰĦĲĬШċШљƖĲĦĲƚƚŔŸŰњЯШƽŔƣőШŸŰũǃШ
roughly 43% of consumers trusting the industry in general*

7ƨƣШcƨůċŰƚШũĲċĬШƣőĲШƽċǃв

Only 21 percent of 11,200 survey respondents indicated that they would 
trust a robo-adviser to make investment choices **

*Source CFP Board 2025. **Source HSBC 2025 



Iƻǿ Řƻ ǿŜ ōǳƛƭŘ ǘǊǳǎǘ ς ƭŜǎǎƻƴǎ ŦǊƻƳ b!{!

How do we build trust т 
lessons from NASA

Mission controller,  3 astronauts  
Why, How, What overcome?

Commonality  but more than that  т
an uncommon commonality.

Builds and accelerates  trust  т
these people are љũŔťĲ ůĲњ they љŊĲƣ ůĲњ.



Cognitive trust (the head)  and Affective trust (the heart)

Psychologyresearch distinguishesbetweentwo distinct but complementary formsof trust.

Both areessentialto support trust leaps whenthestakesarehigh but theyoperate

differentlyanddevelop throughdifferent experiences

ÑÅÖÉÑШŔƚШŰŸƣШŸŰĲШƣőŔŰŊЯШŔƣќƚШƣƽŸв

Cognitive trust Affective trust 



Affective trust

The heart
Based on emotional  connection  т 
care, empathy, shared values and 
genuine concern for wellbeing.

Cognitive trust
The head

Cognitive trust

The head
Based on rational  evaluation т 
competence,  credentials,  track 
record, and reliability.

It  answers: 
љ9ċŰ this 
person do 
the ŢŸĤењ

It  answers: 
љ?ŸĲƚ this person 
care about ůĲењ



The Rational Foundation
Cognitive trust  is earned through evidence. Clients  build  it 
by observing consistent,  competent  behaviour over time т 
it  is calculated,  not felt .

Competence

Qualifications, 
technical 
expertise,
and depth of 
knowledge.

Reliability

Consistent 
delivery т doing 
what you said you 
would.

Track Record

Demonstrated 
outcomes and a 
history of sound 
judgement.

Cognitive trust



The Rational Foundation

The Rational Foundation
Clients  need cognitive trust  before a meaningful 
relationship  can begin

Without  it,  no amount  of warmth  or rapport  will 
win т or keep т a client

Fragile under pressure
Cognitive trust  erodes quickly  when a 
recommendation  underperforms  т even when 
the process was sound.

Cognitive trust



The Emotional Foundation
Affective trust  is felt,  not calculated . It develops when clients  sense 
that  their  adviser genuinely cares т not just  about returns,  but about 
their  lives, worries, and what money means to them.

Empathy

Demonstrating 
understanding of 
ĦũŔĲŰƣƚќ emotional 
relationship with 
money, not just 
their financial 
goals.

Shared values

Alignment on 
what matters: 
sustainability, 
legacy, security, 
family. Trust 
grows when 
values resonate.

Reduced
Self-orientation

A genuine belief 
confirmed by 
behaviour that 
the adviser 
prioritises the 
ĦũŔĲŰƣќƚ interests 
above their own.

Vulnerability

Clients trust 
advisers who are 
honest about 
uncertainty and 
are willing to say ћfШ
ĬŸŰќƣ ťŰŸƽќ rather 
than projecting 
false confidence.

Affective trust



Clients who hold both cognitive AND affective trust are significantly less likely to switch adviser even 
after periods of market or service uncertainty т trust through challenge

The Trust Journey -how trust builds over a client relationship

01 First contact  02 Early engagement 03 Deepening rapport  04 Long-term loyalty

Cognitive
Client assesses 
credentials, qualifications,  
and reputation

Cognitive
Recommendations are 
scrutinised; process and 
reasoning evaluated

Affective
Client feels heard and 
understood; emotional 
connection forms

Both
Trust is robust т survives 
market volatility and
life events



Advice Fee Protection

Earning 
Building 
Deepening 
Trust

Cognitive

Build the rational case

Lead with  qualifications  and 
process transparency

Set clear expectations  and 
meet them consistently

Document  your reasoning
when recommending

Be explicit  about how 
you manage risk and 
uncertainty

Deliver on promises

Affective

Earn emotional trust

Askwhat money means to 
clients , not just how much 
they have

Acknowledge anxiety 
during market volatility, 
ĬŸŰќƣ just  explain it  away

Include personal details  in 
reviews

Be honest about 
limitations - it  builds, 
not undermines, 
confidence



cĲũƓŔŰŊШĦũŔĲŰƣƚШƣċťĲШċШљũĲċƓњШт to do something new, or differently.

.

Known Unknown

Your Advice тTrust leaps for clients 



Trust leaps in daily life
Across every major innovation, trust follows the same arc. The timeline is rarely less than a generation.

Trust leaps in daily life
Across every major innovation,  trust  follows  the same arc. The timeline  is rarely 
less than a generation.

Blood 
Transfusion

Motor car Artificial 
Intelligence



Blood Transfusion

Blood Transfusion
300 years from concept 
to mainstream medical 
practice

1667 т ΝΦΡΜќƚ



3 centuries from first attempt to routine clinical use

3 centuries from first attempt to routine clinical use
1667 т first  attempts  
killed patients  through 
blood type 
incompatibility

Banned in France and England 
for nearly 150 years following  
early fatalities

1901 т Karl xċŰĬƚƣĲŔŰĲƖќƚШ
discovery of blood 
provides scientific  basis 
for safety and type 
matching

WWII т wartime  necessity 
drove rapid adoption  
through
clinical  trials  and donated 
blood infrastructure  т 13 
million  pints collected

1946 т National  Blood 
Transfusion service 
established  in UK

Lesson: Trust follows 
comprehension.  You 
must understand  why it  
fails before it  can be 
trusted



The motor car

The motor car
50+ years from 
invention to mass 
public trust

1885 т 1950s



ά! ƴƻƛǎȅΣ ŘŀƴƎŜǊƻǳǎ ƴǳƛǎŀƴŎŜέ ǘƘŜ ƻǊƛƎƛƴŀƭ ŘƛǎǊǳǇǘƛǾŜ ǘŜŎƘƴƻƭƻƎȅ

љA noisy, dangerous ŰƨŔƚċŰĦĲњШthe original 
disruptive technology
1865 т Early automobiles  faced 
ћÅĲĬ Flag xċƽƚќ requiring a 
pedestrian to walk ahead 
waving a warning red flag 
(4mph)

Accidents  were common and 
widely reported,  cementing public  
fear

ΝΦΟΜќƚ т regulation and change 
Highway Code (1931)Compulsory 
insurance (1930)Driving tests 
(1935) 30mph speed limits  (1935)

Each regulation added a layer of 
accountability  shifting  
perception.

1950s т car ownership a symbol 
of freedom, not danger

Lesson: Infrastructure  and 
regulation must  scale with  
the technology тonly then we 
ĤƨŔũĬШƣƖƨƚƣв



1958 тChrysler Imperial тfirst car with cruise control

2009 тGoogle self driving car project тto eliminate human error in driving! 
Evolved into Weymo (goals of safety and sustainability)

2013 onwards тwidespread innovation from Tesla, Volvo, Honda, Audi, BMW +++

2020 тfirst regulations relating to autonomous vehicles
2024 тUK Autonomous Vehicles Act plans to see autonomous cars on UK 
motorways in 2027

Still a considerable TRUST leap for mass adoption ?

ά¢ƘŜ  {ŜƭŦ  5ǊƛǾƛƴƎ  /ŀǊ  ƛǎ  ƴƻǘ  ǎŜƭŦ  ŀǿŀǊŜ ς  ƛǘǎ  Ƨǳǎǘ  ŘǊƛǾƛƴƎΣ  ƛǘΩǎ  ƴƻǘ  ǘƘƛƴƪƛƴƎ έ 9ǊƛŎ {ŎƘƳƛŘǘ ς ŦƻǊƳŜǊ DƻƻƎƭŜ /9h

љThe  Self  Driving  Car  is  not  self  aware тŔƣƚШШŢƨƚƣШШĬƖŔƻŔŰŊЯШШŔƣќƚШШŰŸƣШШ
thinking њШEric Schmidt тformer Google CEO



Artificial Intelligence

Artificial 
Intelligence
70+ Years from 
evolution to modern 
day explosion

1950 т 2026



!L ς ƴƻǘ ǘƻ ǊŜǇƭŀŎŜ ƘǳƳŀƴǎΣ ōǳǘ ǘƻ ŜƭŜǾŀǘŜ ǳǎ

AI т not to replace humans, but to elevate us
1950 т Alan Turing test  
machine convinces human 
Ŕƣќƚ human, demonstrat ing 
intelligence

1964 т First Chatbot  
interacting with  humans

1997 т Deep Blue computer  
beats chess champion  Gary 
Kasparov

2011 т Apple SIRI virtual  
assistant introduced  to iPhone

2022 т Chat GPT is born, 
fastest  growing app of all  
time, 800 million  weekly 
users

Lesson: AI evolution  is faster 
than experienced before with  
any technology. 

Regulation is slower to evolve. 
Human oversight is essential!

Trust leap not yet complete  
for AI.



Why Trust Matters

Why Trust Matters
ћÑƖƨƚƣ takes years to build, 
seconds to break and forever 
to repair.ќ


