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Why clients leave

Demonstrating your value is key to retaining clients. But, beyond showing your value as a financial professional, what 
else matters to clients? 

Here’s a review of top reasons clients may leave: 

Lack of contact 
Consider the many options you have to communicate efficiently with your clients. While face-to-face meetings and 
phone calls are expected, you can also stay top-of-mind with email. You can also make a habit of sending birthday or 
anniversary greetings or a note of thanks on the date you started doing business together. A random thank-you for 
being a client can also keep you in contact even when there’s nothing major to discuss. 

When having an annual review, consider asking how often clients want to be contacted and what their preferred mode 
of contact is. Defining expectations is a proactive way to retain clients and avoid the risk of not staying in touch on 
their terms. 

Lack of communication 
Even if you’re in contact, it may not be effective if you fail to listen, speak down to clients, overuse jargon, or fail to be 
transparent. Clients want to be heard and feel appreciated. Genuine communication is key to building a long-lasting 
relationship. 

Lack of respect 
The client relationship is built on trust and respect, and there are several ways to demonstrate you care about your 
clients’ time and business. This can look like different things to different people, but looking at your client service 
standards could be a good place to start. 

For example: 

•	 How long do you take to return phone calls? 
•	 How do you prepare for a client meeting? 
•	 How frequently do you schedule a face-to-face meeting, and what other checkpoints do you have 

during the year? 
•	 What documents and supporting materials do you provide? Are they well-designed and professional? Do you 

keep organized files and document meeting notes? 
•	 Is your office clean, easy to find, and convenient to visit? 
•	 Does your staff have standards for how to communicate with customers, whether in-person, on the phone, 

or by email? 
•	 Do you know at least a few personal details about your clients such as birthdays, children’s names, workplace, 

or favorite pastimes? Do they know you know them as a person and not a portfolio? 

Creating value with clear expectations 
Whether you chose your client or they chose you, the choice can always be reversed if expectations aren’t met. Before 
you meet any financial goal, consider taking the time to ensure you and your client each have a clear understanding of 
what the other needs and how the relationship can work for both of you. 

Setting clear expectations, not just at the start but throughout the relationship, can help build trust and ensure success.
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NOT FDIC/NCUA INSURED, MAY LOSE VALUE INCLUDING LOSS OF PRINCIPAL, NO BANK/CU GUARANTEE, NOT A DEPOSIT, NOT INSURED BY ANY FEDERAL GOVERNMENT AGENCY.

As independent financial professionals, it is up to you to choose whether any of the sales concepts contained in these materials might be appropriate for use 
with your particular sales strategy and clients. Please note that Sammons Retirement Solutions® does not require you to use any of these sales concepts; they 
are resources that can be used at your option for your own individualized sales presentations if appropriate for the particular client and circumstances.

Securities distributed by Sammons Financial Network®, LLC., member FINRA. Insurance products are issued by Midland National® Life Insurance Company (West Des Moines, IA). Sammons Institutional 
Group®, Inc. provides administrative services. Sammons Financial Network®, LLC., Midland National® Life Insurance Company and Sammons Institutional Group®, Inc., are wholly owned subsidiaries 
of Sammons® Financial Group, Inc. Sammons Retirement Solutions® is a division of Sammons Institutional Group®, Inc.

A.M. Best is a large third-party independent reporting and rating company that rates an insurance company on the basis of the company’s financial strength, operating performance, and ability to 
meet its obligations to policyholders. S&P Global Ratings is an independent, third-party rating firm that rates on the basis of financial strength. Fitch Ratings is a global leader in financial information 
services and credit ratings. Ratings shown reflect the opinions of the rating agencies and are not implied warranties of the company’s ability to meet its financial obligations. The above ratings 
apply to Midland National’s financial strength and claims-paying ability. A) A.M. Best rating affirmed on July 29, 2022. For the latest rating, access ambest.com. B) Awarded to Midland National® as 
part of Sammons® Financial Group Inc., which consists of Midland National® Life Insurance Company and North American Company for Life and Health Insurance®. C) S&P Global Ratings’ rating 
assigned February 26, 2009 and affirmed on May 25, 2022. D) Fitch Ratings’ rating affirmed an Insurer Financial Strength rating of A+ Stable on December 7, 2022. The rating reflects the organization’s 
strong business profile, low financial leverage, very strong statutory capitalization, and strong operating profitability supported by strong investment performance. For more information access  
fitchratings.com.
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Helping your clients enjoy a life of living well
As a division of Sammons Institutional Group®, Inc., Sammons Retirement Solutions® specializes in portfolio-management solutions, 
such as mutual fund IRAs, variable annuities, and fixed and fixed index annuities. Annuities are issued by Midland National® Life Insurance 
Company. Sammons Institutional Group and Midland National are wholly owned subsidiaries of Sammons® Financial Group, Inc. Through 
this affiliation, we’re a trusted partner positioned to stand strong well into the future. 

For more than a century, Midland National has stood by their customers—focusing on providing growth, income, and financial 
protection. Midland National brings their strong history and proven financial track record to each annuity. 

Independent rating agencies have awarded the following ratings:

A.M. BestA,B (Superior) (Second category of 15)
S&P Global RatingsB,C (Strong) (Fifth category of 22)
Fitch RatingsB,D (Stable) (Fifth category of 19)
Ratings are subject to change.

For more ideas on how to further meet your clients’ needs, 
contact Sammons Retirement Solutions® today. 

srslivewell.com
Access code: livewell855-624-0201

http://finra.org
http://ambest.com
http://fitchratings.com
https://my.srslivewell.com/connectlearn

