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Adviser technical skills not up to scratch
Victoria Papandrea

A gap is emerging between client
expectations of the quality and
delivery of advice strategies by
their financial planner and what
they are actually receiving, the
Lifeplan ICFS Financial Advice
Satisfaction Index has revealed.

Advice strategy issues, such as
budgeting, goal setting and tax
planning, had come to the forefront
of investors' minds and financial
planners were not as technically
proficient as their clients would
like them to be, according to the
bi-yearly survey findings.

While the emerging gap was
small, it was certainly one for
advisers to be conscious of, Lifeplan
general manager of strategy and
development Matt Walsh said.

"It's a trend that's occurred over
the last three versions of the index.
There's a gradual sort of drop in
the client's perception of the tech-

nical services that they're getting,"
Walsh said.

"The whole basic approach to
planning is that clients don't neces-
sarily want to buy products, they
want an advice strategy. What's
pleasing to see is that clients under-

stand that."
Investors were becoming more

financially savvy and advisers
would need to keep abreast of the
technical aspects of the advice rela-
tionship, he said.

"Advisers will need to keep their
technical skills well and truly up to
date because clients are demanding
it," he said.

The opportunity existed for
advisers to demonstrate to their
clients other financial planning
basics in order to close the emerging
gap between what clients expected
the technical quality of their planner
to be and what they believed they
were receiving, he said.

"It would seem that the advice
industry has done a very good job
of communicating with their clients
about the current market turmoil,
however, they may have done it at
the detriment of advice strategies,"
he said.

"So much focus has been on
performance that clients are
actually coming back and saying,
`I understand what's been going

on in the markets and I'm not
holding my planner accountable for
that, but I'm now concerned about
whether I'm going to reach my

financial goals'.
"This is a prime opportunity for

planners to look and say, `well, we've
done a good job on the performance
side, let's get back to bare bones
basic planning'."

The fall in clients' perceptions of
the technical ability of their adviser
was across all ages, but mostly
due to some pockets of investors,
particularly those in the over-60s
segment, scoring their advisers
lower in terms of technical quality
and trust, he said.

The index, based on an academic
study of around 500 investors,
was prepared by the University of
Adelaide's International Centre
for Financial Services (ICFS)
and sponsored by Lifeplan Funds
Management. 0
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Downturn
fails to
dent faith

DESPITE the downturn in
financial markets, investors
remain remarkably confi-
dent in the abilities of their
financial advisers, accord-
ing to the latest Lifeplan
ICFS Financial Advice Sat-
isfaction Index.

The index has declined
only slightly from 74.3 to
73.2 over the past six
months, with the data sug-
gesting that while clients
have lost some faith in their
advisers' technical ability,
they remained generally
confident in other aspects of
their advisers' performance.

The index showed that

females were more satisfied
with their advisers than
males, and older clients
were likely to be more neg-
ative than their younger
counterparts.

Commenting on the find-
ings, Lifeplan general man-
ager of strategy and devel-
opment Matt Walsh said
that it was not surprising to
see the decline in the index
given the market situation,
but it was not a big decrease
and there were several pos-
itive aspects in the underly-
ing measures.

"The decline in the index
is only due to some pockets

in the investor market,
namely the over 60s seg-
ment and those receiving
advice for between five and
10 years, who have scored
their advisers lower in terms
of technical quality and
trust," he said.

"However, despite the
market turmoil, all types of
investors have scored their
advisers higher in terms of
performance perception,"
Walsh said. "It would seem
that the industry's active
communication strategy
might be helping clients rein
in their expectations of mar-
ket returns."

Matt Walsh
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Faith in financial planning slips slightly
ANTHONY KEANE

SATISFACTION with
financial planners has
dropped in the last six
months, research has
found.

The latest Lifeplan
ICFS Financial Advice
Satisfaction Index
dropped 1.5 per cent,
from 74.3 to 73.2 points,
and found there was a
decline in investors'
perceptions of the
technical ability of
their planner.

"It's not surprising to
see a decrease in the

index given the marketsituation,'' said
Lifeplan general man-
ager of strategy and de-
velopment Matt Walsh.

"But it's not a big
decrease. The decline
in the index is only due
to some pockets of the
investor market -
namely the over-60s
segment and those re-
ceiving advice for be-
tween five and 10 years
- that have scored their
advisers lower in terms
of technical quality and
trust." he said.

The index, which
started in April, 2007
with a base measure of
75 points, is prepared
by the International
Centre for Financial
Services at Adelaide
University.

Mr Walsh said all in-
vestors scored their ad-
visers higher for per-
formance, despite the
current share market
turmoil.

"This offers an inter-
esting insight into cli-
ent perceptions of their
planner. We can specu-

late that they aren't
holding their financial
planner to account as
they understand how
the market is perform-
ing and are perhaps
recognising that their
portfolio is appropri-
ate," he said.

"Younger investors
were more positive
than older investors,
perhaps because of the
recognition that they
have time to recoup
any losses and take a
longer-term view of
their portfolio."
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The right time
to make plans
THE downturn in investment
markets has been good for the
financial planning industry.

While clients' satisfaction with
planners has taken a hit as the
value of many investments
recommended by those planners
falls, it is arguably forcing the
industry to work harderto please
those clients.

Planners and clients are
probably having a lot more
contact with each other too, with a
seriousness and frequency not
seen as necessary when
everybody's investments were
riding high, and which should, in
the longterm, build a better
relationship.

Recent results from the Lifeplan
ICFS Financial Advice Satisfaction
Index showed satisfaction with
financial advisers decreased
slightly from 74.3 points to 73.2 in
the six months to April.

The index rates planners by a
client's opinion of the
trustworthiness of the planner,
how the client's investments have
performed and the planner's

technical abilities.
Matt Walsh, general manager of

strategy and development at
Lifeplan says: "It's not surprising
to see a decrease in the index
given the market situation, but it's
not a big decrease and there are
several positive aspects in the
underlying measures."

While the measure of technical
ability declined, clients'
perceptions of their financial
planners' performance increased
by 7 percent, which perhaps
suggests we have developed a
more realistic view of the role of
planners and their abilities.

If there is a more realistic view
of what planners can do, perhaps
we are less likely to be lured by
promises of unrealistic returns
and planners may feel less
competitive pressure to push
clients into high-risk investments.

And as Tony Kaye explains in
our lead story, planners can help
clients avoid the worst investment
mistakes, a valued ability when
markets are heading south.
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