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Must-Do Tips No 52 – Building Rapport 

"Professional rapport is about being on the same 
wavelength as the client, demonstrating that you 
are there, and then staying there with them"  

In these recessionary times, staying close to clients (and getting alongside prospective ones) 
is more important than ever.  Clients want an adviser who is seeing their risks as well as his 
or her own; who gives them the feeling that they can sit comfortably on the client side of the 
table; who is tuned in to their issues and problems - and shows them that they are.  Too bad 
then that such messages continue to escape a significant number of the professionals that we 
encounter.  Tough too that as a result, they will tend to lose out more in harder times than 
their more attuned colleagues. 

This month we offer three simple messages to help the discordant. 

Tip 1 - Matching matters 

"Show me that you understand my business" is what clients say often when asked what they 
want from their advisers, yet some professionals take no account of the potential sensitivities 
that this entails.  So you can get firms serving up rival food products to their own client's or 
prospect's at lunch (not a wise move) and then wonder why they go ape; or showing up at 
clients' premises dressed to clash with the company culture that they are serving (one rural 
client we have heard of deliberately takes visiting advisers who wear posh suits and smart 
shoes out to meet the pigs in the pig pen!).  The guideline is: match or reflect them in what 
they do as much as you can (but you don't need to wear a pinny...).     

Tip 2 - They buy feelings (so give 
them) 

This can be a shock to those pickled in the vinegar of their own technical expertise and self-
regard.   Most clients don't give a stuff about how clever you are.  Moreover, they do not react 
warmly to the technical or abstract language (facilitate, adjudicate, monitor etc.) that is the 
stock-in-trade of many professionals.  What they do respond to - because it's how 
they communicate - are simple words or expressions that convey feelings (e.g. "my gut feel is 
that"), movement ("when push comes to shove"), the visual ("I don't see how that will work"), 
or hearing ("I'm all ears", "I hear what you say").  See how many of these crop up in your 
conversations outside of work.  They are the currency of influence.       
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Tip 3 - Listen for the subtext 

The specific language and words that people use are also vital components in understanding 
how they perceive the world (and us as their advisers).  But the problem with language is that 
its use is individual-specific.  The words that each client contact uses contain meaning based 
upon their specific experiences.  Untuned advisers assume that they know what the client 
means, based upon their experience rather than the client's, and wonder why they don't have 
clients who feel sympatico with them.  Rapport-driven professionals listen hard for words that 
could contain hidden meaning, and then drill down to get to the bottom of how a particular 
client sees the meaning of words like "creative" or "value".   

People Scope works with professionals to improve their client rapport-building.  For more 
information hit 'Reply' and type Client Rapport Skills.   

The incentivisation of professionals to build better client relationships will be part of a 
forthcoming People Scope CRM Resource Paper entitled "Motivating professionals to 
succeed".  To pre-register for your free copy, hit 'Reply' and type Motivating 
Professionals.   

Of course you could always: 

....go to our website at www.peoplescope.com. 

We welcome feedback on what you think about "Must-Do Tips". If you like it hit 'Reply' and tell 
us specifically what you have enjoyed. If there is a topic or issue that you would like us to 
cover what is it? And if there is something that annoys, tell us too!  We want to improve. 

You can obtain free copies of past issues of "Must-Do Tips".  Previous MDTs have covered 
the issues shown below.  If you wish to receive any of these issues, just hit 'Reply' and type 
Past Issues along with the name of the issue(s) that you require. 

 Professional Leadership Selling - A Contact Sport  
 New Business Meetings  "Wot - No Research?" 
 Developing & Maintaining Contacts  Persuasion Power 
 Presenting With Power  Understanding The Client's Business 
 Avoiding Tender Traps  Where Does All The Time Go? 
 The Trust Builders  The Perils of Pitching 
 CRM's Building Blocks  Presentations - Avoiding Boredom 
 Creating A Sales Culture  Seeing CRM Work 
 3 Things They Hate About Tenderers  Back to (BD) Basics 
 Stand & Deliver (Exhibition Selling)  Building Professional Relationships 
 Watching for CRM Warnings  The Rules of Networking Pt 1 
 Professional Client Discussions Pt 1  The Rules of Networking Pt 2 
 Professional Client Discussions Pt 2  Perils of the (Sales) Pipeline 
 To Appraise or Apprize?  Xmas Greetings & Gifts (2007) 
 The Decision-Maker Dance  The Best-Laid Client Plans 
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 Beyond Stalkerdom  The Holy Grail of Referrals 
 Added Value or Commodity?  Working Well With Clients 
 Tackling Team Troubles  Knee..Go..She..What? (Essential Negotiation Pt 1) 
 Essential Negotiation Pt 2  Sure-Fire Presentation Winners 

Finally, if you do NOT wish to receive "Must-Do Tips", click on this link [unsubscribe]click here 
to unsubscribe[/unsubscribe]. 

Or press 'Reply' and type 'Unsubscribe': we will do exactly that.    

Best regards.  

JAMES NEWBERRY 

People Scope, 6 River Court, Chartham, Canterbury CT4 7JN, United Kingdom. 
Telephone: 01227 730411. 

This message contains information that may be privileged and confidential and is the property 
of People Scope. It is intended only for the person to whom it is addressed. If you are not that 
person, you are not authorised to read, print, retain, copy, disseminate, distribute, or use this 
message or any part thereof. If you receive this message in error, please notify the sender 
immediately and delete all copies of this message. Our computers are virus-protected on a 
regular and ongoing basis. We hope that you don't catch anything from us, but we can't 
accept any legal responsibility if you do. 
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