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How to Be a “Thermostat” for Your Clients 

SITUATION 
During challenging times or market volatility, it is tempting to respond too quickly to our clients’ perceived (and sometimes real) 
concerns in an effort to demonstrate outstanding service and responsiveness. We may seek to “course correct” their thinking or 
behavior to prevent mistakes so they make better decisions. Ultimately, we want to be part of the solution. 

REALITY 
When we fail to assess our own current state of mind and react too quickly, we may be addressing only a perceived concern—
possibly even the incorrect root concern. Importantly, we fail to recognize how important it is to control our own tone and tenor 
as we guide clients through these challenging times. When we talk to our clients in the financial advisor community during 
“normal times,” we often hear them describe themselves as “consultative.” When asked what that means, they tell us that they 
start with thorough discovery and tailor their approach and solutions based on what the client says is important to them. 

The approach described above is a proven way to build confidence, comfort, and ultimately, trust in the relationship. Our team 
describes this as the professional advisor acting as a “thermometer,” because in simple terms, he or she is taking the client’s 
temperature before prescribing a course of action. 

While that will always be important, there are times when it is the professional advisor’s job to instead play the role of 
“thermostat.” A thermostat does not take the temperature. It sets it. 

It’s especially important for a professional advisor to play the role of a thermostat during times of crisis and/or turbulent markets. 
When attempting to set the temperature with clients, the advisor is essentially placed in the role of “leader” in the relationship. 
To be effective at creating the right climate for clients, advisors must pay particular attention to their own attitudes and behavior 
to ensure they are having the intended effect. 

World-renowned psychologist Daniel Goleman has been exploring the concepts of leadership and emotional intelligence for 
decades and has described the effect of a leader’s mood on those he or she is directing as “mood contagion.” We believe that 
an advisor’s mood can ultimately drive the moods and actions of clients. Therefore, advisors should be placing equal (if not 
more) energy and awareness into how they are coming across, not just what they are saying. 
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THE ROLE OF “SELF-MANAGEMENT” IN BEING EFFECTIVE WITH CLIENTS 

Daniel Goleman’s Five Components of Emotional Intelligence 

SELF MANAGEMENT  INTERPERSONAL EFFECTIVENESS 

    

 

   

Self-Awareness Self-Regulation  Motivation Social Skills Empathy 

 

As stated in the beginning, most skill-based professional development for financial professionals is focused within the broad 
category of “Interpersonal Effectiveness,” seen on the right side of the diagram above. This can include asking effective 
questions, active listening or adapting to a client’s style. However, what most efforts at professional development miss is the 
left side of the diagram: Self-Management. We believe that the most effective way to work on the fundamentals is from left to 
right. In other words, Self-Management is the key to Interpersonal Effectiveness. 
 

Let’s unpack Self-Management a bit by looking at the two ingredients: 

 Self-Awareness  
 Self-Regulation 

Definition: The ability to quickly recognize how you are 
feeling and what you are thinking, and the impact it has 
on other people’s moods and perceptions. 

How to Improve: Build the habit of checking in with 
yourself several times per day. Start by doing this before 
“important” interactions. Like a muscle, self-awareness 
needs to be exercised or it will atrophy. 

 Definition: The ability to manage disruptive emotions, 
thoughts, and impulses in the pursuit of long-term goals. 

How to improve: Reframe negative thoughts. Emotions 
are somewhat involuntary and it is actually our thinking 
that has the greatest impact on our words and actions. 
Use data or other’s perspectives in an effort to reframe. 

 

Now let’s use some simple examples. Self-Management also means taking a moment to ask ourselves: 

 “Do I know my client’s root concern or am I making assumptions?” 

 “Are my past interactions with this client influencing how I think this call will go?” 

 “Am I letting my own biases or concerns influence the lens through which I look at this client?” 
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CONCLUSION 
This can seem both simple and complex at the same time. Whenever something to consider working on within the business 
falls within that description, it is easy to devalue and not prioritize. Still, there is no escaping the conclusion that the professional 
advisor must attend to the potential impact that his or her mood and behaviors have before moving to the responsibilities that 
come with responding to and interacting with clients. Here are some practical ways to think about these concepts and put them 
into practice. 

 

 
 

NEXT STEPS 
1. Take regular inventory of your feelings and thoughts to build the habit of becoming more self-aware. 

2. Document areas within this crisis where your thoughts and actions were not helpful to clients and seek out data or another 
point of view that may help you to reframe the situation. 

3. Continually ask for feedback to ensure your intent matches the outcome you desire. 
 

  

 Be mindful of what is unintentionally 
projected when communicating

 Convey sincerity, realism, and confidence 
when communicating

DO

 Put on a fictitious “game face”

 Be irrationally upbeat

 Demonstrate fake energy

 Move at a slower speed than is appropriate

DON’T
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