
Calm
over
calamity

How Financial Advisers can Lead with Confidence During 
Turbulent Markets
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• Making an

impact

• This presentation is compiled using the behavioural finance 
research and adviser insights featured in Milford’s Orange 
Paper “Calm over Calamity”

• The research explores how leading advisers manage client 
communication during times of extreme volatility.

• This presentation unpacks the strategies and tools they use to 
stay connected and credible, and how they help their clients 
stay calm and focused.

About this Presentation
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Contributors
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• Making an

impact

• Understanding Client Behaviour

• The Adviser’s Role as a Steadying Influence

• Best Practice Communication Tips

• Charts to help you tell the story

Today
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Understanding Client Behaviour



6

Where the rubber hits the road
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“The investor’s chief problem – and even his worst 
enemy – is likely to be himself.”  

• Fear overtakes logic

• Herd mentality, loss aversion, confirmation bias all kick in

• Bad investment behaviours

• Panic selling

• Timing the market

• Chasing winners
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The cost of this bad behaviour?

Studies quantify the extent to which poor investor behaviour 
destroys wealth:

•  Dalbar/QAIB: 

o Avg investor underperformed market by 5.5% in 2023

• Morningstar:

o  1.7% p.a. average drag from poor timing

• Since 1984

o 70% of average investor underperformance has happened during 10 key 
periods of market crisis
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Chasing winners…
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… is a fool’s game… 
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… as is timing the market
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The adviser as a steadying 
influence
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The Context

Expect the Unexpected

1
3

13

4 April
May 21

14 June

1 July

July 8

July 8
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Clients look to you for cues

• Clients seek reassurance for their 
emotional and financial wellbeing

• Projecting an air of calm and control is 
crucial
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Calm and counsel

• Reframing volatility as “normal” and 
planned for

• Ensuring portfolios align to risk profiles
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Was it really that bad?
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Calm and counsel

• Their portfolio is not the index

• Decide to do nothing

“Spreading risk via 

diversification in the short 

term allows for more 

beneficial outcomes long 

term as spreading risk allows 

for potentially less impact and 

therefore quicker rebounds 

when markets return.”

GEOFF PLUMMER
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The true Adviser alpha

An extra 1-3% every single year.
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Best practice communication 
tips 
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• Making an

impact

1. Call them before they call you
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• Making an

impact

2. One size doesn’t fit all
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• Making an

impact

3. Borrow brilliance
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• Making an

impact

4. Let AI do the heavy lifting
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A question:

Have you used AI in the creation of customer facing 
communication and materials?

✓  Yes  /  ✗  No
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5. Help them tune out the hype 
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Plus 10 more…

6. Stay cool to keep them calm

7. Hear the fear

8. Clarity over complexity

9. Speak in stories, not stats

10. Name the bias, tame the fear

11. Show, don’t just tell

12. Bring it back to their plan

13. Remind them why it works

14. Return to your investment philosophy

15. Consistency builds confidence 
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Chart example: 
The long-term view of investment markets 
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Chart example: 
The folly of chasing the best performers
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Why Milford During Volatile Times

Active Management: Investment team is constantly monitoring global 
developments and adjusting portfolios in real time. 

Managing the Downside: Many of Milford’s funds are designed with the 
flexibility to reduce risk when needed – including the ability to move 
materially into cash and to use derivatives when appropriate.
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Get the full story
(and 10 killer charts)
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Contacts
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It’s your time to shine

Key Traits of a Volatility-ready Adviser

• Empathetic listener

• Confident explainer

• Proactive communicator

• Resourceful and calm under pressure



Thank you
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• Making an

impact

Disclaimer
This presentation is intended to provide general information only. This 
presentation is meant for a wholesale audience and not members of the public. 

Milford Funds Limited is the Issuer of the Milford KiwiSaver Plan and the Milford 
Investment Funds. Please read the relevant Milford Product Disclosure 
Statement at milfordasset.com.

The law normally requires people who offer financial products to give 
information to investors before they invest. This information is designed to help 
investors make an informed decision.

If you are a wholesale investor, the usual rules do not apply to offers of financial 
products made to you, as per clause 48 of Schedule 8 of the Financial Markets 
Conduct Regulations 2014. As a result, you may not receive a complete and 
balanced set of information. You will also have fewer other legal protections for 
these investments.

Past performance is not a reliable indicator of future performance. 



Q&A
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