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Trust is one of the most important aspects in the financial
services business. It was reported in a Business Times
article [1] that “trust in financial advisers can affect older
Singaporeans
propensity
to
undertake
financial
transactions.” According to a study [2] by CFA Institute, it
was reported that “trust levels in financial services among
retail
and
institutional
investors
have
increased
significantly since 2020” and “Singapore have experienced
two of the largest increases in trust levels, bringing them
from below the average to above average.” How can we
build and increase client’s trust in us then? This article
hopes to share the “CARE” framework that one can take
reference, adopt and endeavour to be in our practice for us
to do build and increase trust with our clients.

TRUST EQUATION
According to the Trust Equation by Charles Green, it
defines trust as a function of the sum of Credibility,
Reliability & Intimacy, divided by Self-Orientation as
seen below.

From this equation, we see that we have to increase
the numerator and decrease the denominator to
increase trust. The “CARE” framework below will be
useful for us to do this.

"CARE" FRAMEWORK
OMPETENT
Being competent will help us to
increase the credibility variable in the
trust equation. Our industry has
evolved to a stage whereby customers
are having a greater demand for
professional service & advice: having
multiple needs; looking for financial
planning, wealth management solutions
& a wider range of more complex
products. As such, we need to continue
our learning, training & upgrading
regularly to be equipped with skills &
knowledge in both products & advisory;
so as to stay relevant and competent
to better serve our client. Apart from
technical knowledge and skills, we will
need to learn soft skills like
communication and presentation to
better communicate with our clients as
we are in the people business.

CTING IN CLIENT’S
BEST INTEREST
Apart from being competent, we must be
able to act in our client’s best interest.
According to another Business Times
article [3], “respondents said that the
most important attribute is for advisers
to be trusted to act in clients' best
interests.” For us to do so, we will need to
do a proper financial planning & needs
analysis process first with our client;
followed by recommending suitable &
appropriate solutions/plans to meet their
needs; and finally explaining the
features/ limitations/risk of these
products & solutions. We can strive to add
value to our clients with our professional
expertise as well too. With this, we are
able to decrease the self-orientation
variable in the denominator and increase
the intimacy variable in the numerator to
increase trust.

"CARE" FRAMEWORK
ESPONSIVENESS
Service standards is another important
aspect in our business, and whether we
can deliver a good service and give client
a good client experience is critical to
build trust. In the same Business Times
article [3], it was reported that “the top
reason to switch firms and advisers was
lack of communication and
responsiveness (59 per cent)”, and “only
49 per cent of Singapore. From this, we
should seek to respond to our client
promptly as much as possible. While
there are times that we are unable to do
so due to whatever reason, we should
respond whenever possible, and
importantly communicate this service
level and expectation to our client to
prevent misunderstanding. One guideline
for this aspect is to use the golden rule
of “Do unto others as you would have
them do unto you”. This will help to
increase the reliability variable in the
numerator of the trust equation

MPATHY
There is a famous saying by former US
president Theodore Roosevelt: “Nobody
cares how much you know, until they know
how much you care”. Apart from just
being competent in our domain expertise,
we need to show empathy and be a caring
advisor for our clients: to provide a
listening ear to their needs; and to be
there for our clients when they are in
need to deliver our promise. We need to
practice this unique trait of human to be
caring & empathic, so that we can build
lasting relationship, and be the trusted
practitioner of choice by our clients. This
will help us increase the intimacy variable
in the equation where client will feel
safer and more reliable with us.

CONCLUSION
I hope that the “CARE” framework is
useful for us to build and increase trust
with our clients. With this, lets us strive
to be the trusted and “CARE”ing financial
practitioner for our clients: to add more
value; build more meaningful relationship
and create positive experiences for them;
and raising the professionalism &
standards of our industry in the process.
Notes:
1. https://www.businesstimes.com.sg/opinion/building-singaporeans-trust-in-financial-sector-representatives
2. https://trust.cfainstitute.org/wp-content/uploads/2022/04/Enhancing-Investors-Trust-Report_2022_Online.pdf
3. https://www.businesstimes.com.sg/banking-finance/singapore-retail-investors-have-low-trust-in-financialservices-industry
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