
Assertive
conversations

Top advisers always have the protection conversation – no matter what. Belief and resilience demonstrate 
confidence, using the following approach can create a natural conversation that feels holistic, not salesy.

Advisers who commit to their process see it as the most important part of their success. It creates a 
platform for the conversation to happen, with clear steps and progression at every stage. 

Here’s how they do it:

Being assertive is integral

Building a successful process

The power of soft skills

In our research, The Secrets of Protection Success, 
advisers told us they use these best practice 
techniques to help them achieve good customer 
outcomes - a tried and tested process, and assertive 
conversations. Both are ideal in helping you meet the 
new Consumer Duty regulations. Find out how you 
can include them in your own advice journey.

For Adviser use only

Start your path to success
Explore all the tools, resources and insights you need to start on 

your path to protection success.

Explore adviser resources
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Improve your 
client outcomes 
with a tried and 
tested process

How do advisers feel about Consumer Duty?

Ready for new 
Duty changes

92%

Already fulfilling 
objectives of 
regulations

19%

Feel that regulatory 
change is one of the 
biggest challenges

73%

Focusing more on 
value of protection 
due to economy

20%

More recognition of 
value of advice is 

biggest opportunity

55%

The new regulations are designed to get the best outcome for clients, but how prepared are advisers?

Source: Legal & General and IFA Magazine research, April 2023

“You’ve just got to be comfortable about having 
a conversation and make it as relevant as 
possible to that client.” 
Adviser interview, The Secrets of Protection Success

“Whilst the idea of protection is introduced 
throughout interactions, the conversational 
balance shifts as the relationship progresses” 
Adviser interview, The Secrets of Protection Success

“It’s to do with the process and how we 
bring it up, where we bring it up. And also 
listening to the client.”  
Adviser interview, The Secrets of Protection Success

Find out how to position the need for protection with your clients and start building your own process. 

Get support to help you achieve good 
customer outcomes.

Sales aids
Downloadable 

materials on the need 
for protection

Tools and calculators
Run the numbers 

with our protection 
calculators

Case studies
Share real life stories 

with your clients

Protection webinars
Develop and improve 

your own process

Why should you have a process
With Consumer Duty redefining what good customer outcomes look like, developing 
your own process could be key to keeping your client conversations on track.

Gives advisers 
confidence

Helps advisers 
succeed 

Ensures the protection 
conversation always happens

This step reveals the client’s 
needs for short and 
long-term desired outcomes 
(e.g. where they want to live 
and what they want to do).

Advisers find out:
• client’s hopes for themselves and their family
• aspirations for life as expected, and if the 

worst happens.

1 Focus on financial goals

This step peels away the 
client’s perceived protection, 
leaving a recognisable need 
that’s currently unmet 
(e.g. the What if? Then 
what?’ scenarios)

Advisers review: 
• employer and state benefits
• savings and other income sources.

2 Find the gaps

This step joins the dots for 
the client. They’re shown how 
protection meets their needs 
in the timeframes they’ve 
talked about with their 
adviser.

Advisers:
• bring all elements together, including income 

and budget
• layer protection over the top.

3 Build a framework

Advisers rely on soft skills to drive each step of the process, which helps clients own their 
decision to take protection.

Integrate 
protection at 

all stages

Engage clients 
to find gaps 

and solutions

Draw on 
adviser’s 

experience

Show protection 
as fundamental

Rely on wider 
process

Address 
difficult 
issues

Engage with 
the client

Engage the client 
with protection

With this technique, ultimately clients are actively 
choosing protection, do not feel pressurised, and 

they ‘own’ the decision to take it out.

Engage with 
the solutions

Care about their client 
and invest in their goals, 
it’s about them

Identify client needs 
and involve them in 
developing solutions

Be knowledgeable and 
interested in the subject, 
understand the product 
dynamics

Listen to, and show 
genuine interest in 
the client

Always have the 
conversation - no matter 
how difficult or sensitive

Highlight benefits beyond 
finances, how does this 
translate into practical 
terms and outcomes

Encourage clients to talk 
about themselves, their 
family and their goals

Educate client on 
‘what ifs’, consider their 
current arrangements in 
light of these

Show them how to 
achieve needs, rather 
than products or features
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