
Listen for Certainty Topic

CONVERSATION FOUR

CERTAINTY DISCOVERY SETUP
CONVERSATION FOUR FLOW (v2.06)

YES

NO

Has Discovery 
Conversations 1, 2, or 

3 identified a 
potential Certainty 

Topic?

Probe for 
SIGNATURES

Position Conversation 
Four

NO

Heard Certainty 
Topic?

YES

What did you hear?

"For next 10-15 minutes, can we put 
aside your pressing issues and 

assume your Fundamental Issues are 
being address? We'd like to 

understand anything you need to plan 
for or anything you hope to achieve for 

yourself or anyone or anything 
important to you what will require 

money, or advice or planning?"

CHILDREN
GRANDCHILDREN

PARENTS
SIBLLINGS

BROADER FAMILY
HOUSING
PROPERTY

HOMES
RENOVATIONS

BUSINESS
HOLIDAYS

TRAVEL
CHARITY

RETIREMENT
AGED CARE
SICKNESS

SCHOOLING
EDUCATION

NEW CAREER/JOB
MARRIAGE
DIVORCE

NEW PARTNERSHIPS
PARTNERSHIP SPLITS
BUSINESS GROWTH

BUSINESS SUCCESSION
INHERITANCES

ASPIRATIONAL
TOPICS

TRANSITIONAL
TOPICS Client could not 

think of any 
Certainty Topics

NO

YES

Reassure.

"Take as much time as you require as 
this is important for any advice we 

provide"
"This can take a little time"

"There are no right answers"
"This isn't just about money, but also 

advice or planning"

Is the client ideal for 
Certainty Advice?

Is the client's 
partner 

interrupting (when 
partner is 
present?)

NO

NO

CONVERSATION SEVEN

YES

YES

Reassure
& 'park' interrupting 

partner

"We promise to address your issues, but 
would like to hear specifically from your 

partner"
"We do not want to make any 

assumptions as to what is important for 
you both individually and collectively"

Have you been probing 
for SIGNATURES for at 
least 20 minutes? OR
Has the client already 

shared at least SIX 
aspirational or 

transitional signatures?

RESET MUTUAL 
PURPOSE & RE- 

FRAMED SEVERAL 
TIMES

YES

Client remains 
'confused' about your 

questions or the 
process

Re- set the Mutual 
Purpose of this 
section of the 

meeting

YES

THREE STEPS to RESET MUTUAL PURPOSE
(Source: "Crucial Conversations")

STEP ONE: Apologise & 'step out' of current conversation
(e.g. "I'm sorry, allow me to better explain myself")

STEP TWO:  Contrasting statement
(e.g. "I don't mean to ask irrelevant questions. I do want to understand 

everything we believe is important to ensure we are protecting your 
total best interests")

STEP THREE: Reestablish Mutual Purpose
(e.g. "The objective of this conversation is clearly understand the value 

you are seeking from our advice")

UNSURE

Is the partner 
present?

SHARE RECORDING 
WITH CERTAINTY 

ADVICE GROUP

Have you already 
conducted 
Discovery 

Conversation 4 with 
the partner?

Begin CONVERSATION 
THREE with partner then 
return to this client after 

partner's CONVERSATION 
SEVEN

YES

YES

CONVERSATION 
SEVEN

NO

REVIEWING DISCOVERY CONVERSATIONS
When Discovery Conversations get to this stage 

they provide ideal opportunities for learning, 
coaching and progress. Imperative to share 

recordings of these conversations to support 
progress.

PROBES TO ID SIGNATURES

Can we explore that aspiration/transition 
further?

Tell us more about 
<aspiration/transition>?

That aspiration/transition can mean 
different things to different people, tell us 
what it means specifically for you? Even a 

best guess response is OK?

Client can't think 
of any specific 

Signatures

Slowly re- probe, 
ensuring there is 

enough silence for 
client's to best 

respond

#
EXAMPLES OF SIGNATURES MAY INCLUDE

Specific holiday destinations, length of holiday, frequency of holidays - Specific amount of 
education funds sought, names of schools, colleges, universities or courses for self, children, 

grandchildren, others - Specific renovations to homes,
Locations and features of new property, homes for self or important others - Funding for new 

careers, jobs - Specifics to rebuild after loss of loved ones, partnerships, health, jobs - Specifics 
to further interest in specific hobbies, collections, interests, sports - Specifics to support 
charities, causes, philanthropic interests - Specifics to manage inheritances, legacies...

NO

Is the client discussing 
either their pressing 

issues (from 
Conversation Three) or 

specific tactics (e.g. 

Is the client's 
partner 

interrupting 
(when partner 

is present?)

NO

Reassure
& 'park' interrupting 

partner

"We promise to address your issues, 
but would like to hear specifically 

from your partner"
"We do not want to make any 

assumptions as to what is important 
for you both individually and 

collectively"

YES

CONVERSATION FIVE

NO

Reflect the importance of 
pressing issue or specific 
tactics discussed while 

parking this until an 
understanding of value is 

identified

"We promise to <pressing issues/specific 
tactics>. We do not want you to believe 
we won't address these. We do firstly 

want to clearly understand the value you 
are seeking from an advice relationship 

before we come back to these important 
considerations/issues"

YES

#
# #

#

YES
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NO
4R

Identified at least one 
UNIQUE, SPECIFIC, 

UNMET attribute of the 
Aspiration or Transition 

that requires either 
MONEY or ADVICE or 

PLANNING?

Reassure.

"Take as much time as you require as this is important 
for any advice we provide"
"This can take a little time"

"There are no right answers"
"This isn't just about money, but also advice or 

planning"

4F

4I

4Q

4K

4U
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