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Disclaimer: 

This report includes information from many sources and gathered from personal 

experiences.  It is published for general reference and is not intended to substitute for 

independent verification by readers when necessary or appropriate.  The report is sold 

with the understanding that neither the author nor publisher is engaged in rendering any 

legal, psychological. Investment nor accounting advice.  The publisher and author 

disclaims any personal liability, directly or indirectly, for advice or financial information 

presented within.  Although the author and publisher have prepared this manuscript with 

utmost care and diligence and have made every effort to ensure the accuracy and 

completeness of the information contained within, we assume no responsibility for error, 

inaccuracies, omissions or inconsistencies.  All rights reserved. 

 

 

Before You Start – A Few Words About Websites: 

This report references several websites as useful research tools.   

 

 Be careful to read and respect the legal and privacy notices on public websites. 

The use you can make of this information may vary from one municipality to 

another. 

 Only use websites for the purposes originally intended by the owner of the site.   

 If the website indicates “Not to be used for commercial purposes” respect the rule.  

The information may be available elsewhere or be permitted for commercial use if 

you become a paid subscriber to the site. 

 Find information from multiple sources to verify accuracy. 

 Respect all information as personal and confidential 

 Check names vs. State and National due not call lists 

 Verify if your state has more stringent policies than national Do Not Call list 

Discuss website use with your branch or compliance manager and secure approval before 

proceeding. 
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Objective: 

Learn how clients of certain ages face different problems and communicate. 

 

Topics: 

1.   Generation X – Why are they? 

2.   Do they think and communicate differently? 

3.   Generation X – What are their issues? 

6.  Next - How can I let them know I can help? 

 

Generation X – Who Are They? 

 US Market Size:  50 million 

 Born:    1966 - 1985 

 Age Today:   30 - 50 years old 

 Their 20’s to 50’s:  1986 - 2016 (earliest)   2005 - 2035 (latest) 

 Overlap:                      2005 – 2015 (today) 

 Defining events:  AIDS, Watergate, Reagan, Berlin Wall came down 

 Financial events:  dot.com crash, real estate collapse 

 Attitudes:   Independent, informal, multi tasking 

 Values:   Open communication, not trusting institutions 

 Buying:   TripAdvisor, online referrals 

 Communication:  Smartphone, Social Media 

 

All Gen Xers Are Not Created Equal: 

Demographic descriptions:   Which sound familiar from my practice? 

 

 

___________________________________________________________________ 

 

 

___________________________________________________________________ 

 

 

___________________________________________________________________ 

 

How Do Gen Xers Invest? 

 

 

___________________________________________________________________ 

 

 

___________________________________________________________________ 

 

 

___________________________________________________________________ 
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The Difference Between Generations: 

 

Seniors, Baby Boomers: 

 

Have, Do, Be culture 

 If you have enough money 

 To do what you want 

 Then you will be happy 

 

 

Generation X, Generation Y: 

 

Be, Do, Have culture 

 Determine who you want to be 

 Do things in alignment with that outlook 

 Then you will have happiness 

 

 

 

 

 

How Generations Communicate: 

 

Generation/Technology: Internet Online  Cell Tablet      Social 

                                                    Use  Daily  Phone   Use      Media 

 

Seniors       53%     70%                69%       8%           35% 

 

Baby Boomers      77%                76%               87%      14%          50% 

 

Generation X       91%                86%               94%      26%          72% 

 

Source:  Pew Internet, a project of the Pew Research Center published “Older Adults and 

Internet Use in June 2012) 

 

 

“It is reckoned that four-fifths of Smartphone users check their devices within 15 minutes 

of waking up and that the typical user does so 150 times a day.” 

 - Schumpeter – Getting Hooked – The Economist (1/3/15) 
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Pros and Cons of Communications Channels: 

 

Is It Push or Pull Technology? 

 

 Personal letters, seminar invitations    _______ 

 

 Glossy catalogs      _______ 

 

 Landline phone calls      _______ 

 

 E-mail        _______ 

 

 Groups (affinity)      _______ 

 

 Texting       _______ 

 

 Social Media       _______ 

 

 Blogs        _______ 

 

 Twitter        _______ 

 

 Smartphones       _______ 

 

How Do You Introduce the Issue? - Seven Steps for Opening the Discussion: 

1. Identify the Need 

 

2. Discuss and Demonstrate Understanding 

 

3. Assess level of comfort or unease 

 

4. View objectively as a third party 

 

5. Offer to do something 

 

6. Do a good job – Introduce turnkey solution – Pros, Cons, Next Steps 

 

7. Follow-up (Timing) 

 

Introducing the Subject:   (Alternative) 

1. Problem 

 

2. Solution 

 

3. Action 
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Generation X Scenario One: Providing For Their Children’s Education 

 

What’s the “Real Issue”: 

 They want the best education for their children 

 This is more expensive than we thought 

 Tuition might begin in kindergarten 

 Costs are rising faster than inflation 

 

The “Wrong” Solution:   Why is it wrong? 

 We’ve got plenty of time. (Which goes by quickly) 

 The grandparents will pay for college.  They love those kids! (Have they agreed?) 

 We will wait for the inheritance. (Which might take its time coming) 

 

What’s the Risk of Not Addressing the Issue? 

 It’s a predictable expense they are going to encounter.  You should have seen it. 

 

Could a Competitor Take All or Part of the Relationship? 

 Easily, just by pointing out your oversight. 

 

What are the Benefits of Addressing the Issue? 

 Strengthen the relationship. 

 Develop an early connection with the children. 

 More assets arrive. 

 

What’s the Right Solution?  Can You Help? 

 It’s a financial planning scenario with decent lead time unless the new client has 

teenage children and no plan. 

 You can help them cost it out, setup accounts (handy for grandparents) and build 

college savings into their plan. 

 

How to Have the Conversation: (Example, not script) 

 What would they like to do when they grow up?  

 

 What would you like them to do when they grow up? 

 

 Do you see them following you into the business? 

 

 You know college is expensive.  Have you recently seen how much it costs? 

 

 Have family members said they want to help?   

 

 Have you setup accounts? 

 

 Let’s start by setting up college savings plans. 
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Generation X Scenario Two: Planning and Meeting Wedding Expenses 

 

What’s the “Real Issue”? 

 Weddings cost more than people think. 

 Weddings grow larger than planned. 

 

The “Wrong” Solution:   Why is it wrong? 

 I’m paying this much and no more (builds resentment) 

 If you elope we will give you a check towards your first house. (There will be a 

ceremony anyway.) 

 

What’s the Risk of Not Addressing the Issue? 

 It’s a financial planning issue. 

 If you don’t address it, they react, not act. 

 

Could a Competitor Take All or Part of the Relationship? 

 Unlikely, unless they are marrying into the family. 

 

What are the Benefits of Addressing the Issue? 

 You bond with the client. 

 You are working with the next generation. 

 

What’s the Right Solution?  Can You Help? 

 This is a financial planning issue. 

 Money is set aside or designated, similar to college funding. 

 It can be reasonably estimated and adjusted for inflation. 

 The children’s ages serve as a reminder when this may happen. 

 

How to Have the Conversation: (Example, not script) 

 

 Your children will likely get married someday. 

 

 Have you given thought to their weddings? 

 

 Tell me about your wedding? 

 

 Have you looked into what a wedding costs today?  (articles) 

 

 Do you see this as an expense covered by borrowing, like the purchase of a car or 

paid with accumulated savings, like a college education? 

 

 What’s you plan when the time comes? 
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Generation X Scenario Three: Boomerang Children Return Home 

 

What’s the “Real Issue”? 

 Gen X parents (20+ aged children) and Boomers (50+ aged) have children 

returning home. 

 Increased costs are marginal, but how long will they stay in the nest? 

 How do we motivate them to find another job? 

 

The “Wrong” Solution:   Why is it wrong? 

 Confrontational – When are you going to find a job? 

 Why did we send you to college? (Implying soft job market is their fault) 

 Assuming they are 15 years old again.  Not charging rent, doing laundry. 

 

What’s the Risk of Not Addressing the Issue? 

Nothing serious, although your client is distracted until it’s resolved. 

 

Could a Competitor Take All or Part of the Relationship? 

 Unlikely. 

 

What are the Benefits of Addressing the Issue? 

 Showing compassion 

 Strengthening the relationship. 

 

What’s the Right Solution?  Can You Help? 

 Mostly no.  It’s a job hunting scenario. 

 Family provides a rent free base in the meantime. 

 When they earn money they can repay debt or build cash reserve. 

 Parents should establish a timeframe at the outset. 

 Advisor can provide “what if” scenarios. 

  

How to Have the Conversation: (Example, not script) 

 

 How is your son/daughter doing?  What field did they study? 

 

 What’s their plan for finding their next position? Are they getting job search help? 

 

 You are doing something wonderful for them. 

 

 Their situation is similar to an executive with a severance package that covers 

them for several months while they job hunt. 

 

 Are they appreciative of your help?  Are you being supportive? 
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Generation X Scenario Four: Funding Children’s Advanced Degrees 

 

What’s the “Real Issue”? 

 I thought we were finished paying! 

 If you go to graduate school you will get a job, right? 

 We didn’t expect you would want to become ac doctor, but we will make it 

happen. 

 

The “Wrong” Solution:   Why is it wrong? 

 You’re on your own. 

 We only signed on for a bachelor’s degree. 

 

What’s the Risk of Not Addressing the Issue? 

 Nor great.  It’s a family matter. 

 They might decide to liquidate securities. 

 

Could a Competitor Take All or Part of the Relationship? 

 Very unlikely. 

 

What are the Benefits of Addressing the Issue? 

 You are helping the next generation who are the ultimate heirs. 

 

What’s the Right Solution?  Can You Help? 

 

 It’s a financial planning scenario that can be anticipated. 

 The advisor can help cost out different scenarios. 

 It requires liquidity or borrowing power. 

 Advisors can put price tags on different private or state school options. 

 Federal grants or low cost loans may be available. 

 

How to Have the Conversation: (Example, not script) 

 How do you feel about your daughter/son’s situation? 

 

 How do they feel about it? 

 

 What would they really like to do as a career? 

 

 Would your daughter/son qualify for grants or college loans?  Are they agreeable? 

 

 How long will it take to earn the degree or certification? 

 

 Once they have this degree what’s the likelihood they will get a job in their field? 

 

 Will the school help them get placed in their chosen field? 
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Conclusion: 

We learned how clients of certain ages face different problems and communicate. 

 

Topics: 

1.   Generation X – Why are they? 

2.   Do they think and communicate differently? 

3.   Generation X – What are their issues? 

4.  Next - How can I let them know I can help? 

 

 

Additional Resources: 

 

MDRT – Round the Table: 

 Selling to Generation Y  (Jan/Feb 2015) 

http://edition.pagesuite-professional.co.uk//launch.aspx?&eid=1e847940-0ea9-

4a88-bede-ee0820df26c3 

 

Horsesmouth.com 

 What Do Seniors Worry About? (2/24/15) 

http://www.horsesmouth.com/what-do-seniors-worry-about 

 What Does Gen X Worry About? (10/6/14) 

http://www.horsesmouth.com/what-does-gen-x-worry-about 

 What’s Keeping Baby Boomers Up at Night? (9/2/14) 

http://www.horsesmouth.com/whats-keeping-boomer-clients-up-at-night 

 

Accountingweb.com 

 How to Help Baby Boomers with Their Top 3 Financial Problems (12/17/14) 

http://www.accountingweb.com/article/how-help-baby-boomers-their-top-three-

financial-problems/224202 

 

Advisor.ca 

 Is Gen Y Worth the Effort? (10/13/14) 

http://www.advisor.ca/my-practice/is-gen-y-worth-the-effort-168136 

 

LifeHealthPro: 

 Four Important Points to Consider With Gen X Clients (9/20/14) 

http://www.lifehealthpro.com/2014/11/20/4-important-points-to-consider-with-

gen-x-clients 

 How to Target Today’s Senior Market (11/20/13) 

http://www.lifehealthpro.com/2013/11/20/how-to-target-todays-senior-market 
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Action Plan 
 

Step One:     Segment client base 

Your clientele of qualified relationships likely includes Seniors, Baby Boomers and 

Generation X households.  Today we are concerned with Generation X. 

 

Assignment:  Organize into three lists based on age of the heads of household/decision 

makers. Focus on the Generation X list. 

 

 

Step Two:     Review each Relationship – Who Faces These Issues? 

Often clients freely discuss investment issues while avoiding personal issues that cause 

them anxiety.  Sometimes the client assumes the problem is larger than necessary if 

addressed early. 

 

Assignment:   Consider the issues addressed in the training.  Identify one or more issues 

with each household.  (Some will have none.)  Others will have different unique issues. 

 

 

Step Three: What are the details? 

People may share similar concerns but every situation is often different.  Make notes.   

Why is this a concern?  What are the possible outcomes that come to your mind? 

 

Assignment:   Develop notes for each client on the situations of concern.  What are the 

possible solutions? 

 

 

Step Four:     Have we had this conversation?  If not, when can we? 

You are close to many of your clients.  Some freely share their concerns.  Others are 

private.  Have you had this conversation? 

 

Assignment:   You know the issue and possible solutions.  Add to your notes general 

details of conversations you have had previously.  Schedule a meeting with each client, 

perhaps aligned to your periodic portfolio reviews. 

 

 

Step Five:      Outline the conversation beforehand 

As a professional you plan conversations beforehand.  What do you want to accomplish?  

Do you understand the potential solutions and how they would be delivered?  Can you 

answer likely questions? 

 

Assignment:   Script out or make notes of about how you will introduce the subject and 

draw the client out.  Build a list of anticipated questions relating to this issue. 

 

 

Step Six:       Can you help?   Is the client receptive? 
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Some issues will have a business solution.  Others involve referrals or offering advice 

based on financial planning.  You may have approved articles that can also be a 

resource.  Some clients may welcome the help, others compartmentalize. 

 

Assignment:   Research possible solutions and make notes.  Approach each client and 

respectfully bring up the issue.  Carefully sound them out re: receptivity.  Offer to 

explore further if they are agreeable. 

 

 

Step Seven:     Keep Notes in Client Contact System 

Few situations resolve themselves immediately.  You have introduced a subject. You have 

learned more details.  You have committed to future conversations, providing information 

or determined the client is not interested at this time in pursuing a solution. 

 

Assignment:   Enter detailed notes of all major conversations in your client contact 

system.  Indicate if they have an interest or not.  If they have an interest, what are the next 

steps? 

 

 

Step Eight:     Follow-up Over Time 

Clients often take time to  think about serious decisions.  They consult other professional 

advisors and family members.  They have their own priorities. 

 

Assignment:   Tactfully follow-up until decisions are made to address or not address the 

issue.  Deliver on the next steps you discussed. 
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