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The formula for more powerful, effective conversations
How can you inspire strong, positive reactions in clients — and get them 
ready to take the next steps in the income planning process? These 
three simple steps will help improve your income planning conversations: 

 Create an emotional connection with clients through a two-way  
dialogue on their retirement vision. 

Focus on the solutions that can help solve their retirement  
income needs, not the challenges themselves. 

Keep the conversation down to earth by not overpromising the  
impact of any one product, but instead describing the power  
of a diversified income plan. 
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1 Create an emotional connection with clients
Research shows that emotions are contagious: In a recent study, Facebook conducted a test where 
they flooded the feeds of half a million users with either positive or negative posts. The results: Users 
who saw more positive posts went on to post more positive messages as well, and vice versa.1

What does this have to do with you and your client relationships? To build positive, trusting bonds with 
your clients, you need to prompt them to talk about what’s most important to them, raising the stakes 
of the conversation — and providing a way for you to help address their most meaningful needs.

Your action step 
Ask open-ended questions framed in a positive way, and then truly listen and engage them in  
a deeper conversation. For example, try asking:

• What would your ideal retirement look like? 

• What would it mean to you to reliably know what you can afford in retirement?

• What words would you like to be able to use to describe your income in retirement?

Focus on solutions, not risks
Have you ever noticed the urge to check your account balance several times a day when the market is 
up — but to avoid facing your balance completely when the news isn't rosy? If so, you're demonstrating 
a very human instinct to seek out positive feelings and avoid negative ones.2  

Your clients are just the same. They already know what to worry about — running out of money, market 
ups and downs, and more — but such negative thoughts can make them freeze up, unable to act. 
Instead, help them focus on the steps they can take in the present to address their concerns, such 
as creating a diversified income strategy that includes protected income for life. Then reinforce the 
positive benefits, such as feeling more confident to cover everyday expenses and enjoy lifestyle extras.

Your action step
Using what you heard in Step 1, reframe your clients’ concerns into opportunities for plausible  
action. For instance, try saying, “It sounds like you might feel more excited to take vacations if you 
knew you had a reliable source of income in addition to Social Security. How would you feel if you  
had a protected monthly income for life?”

2

1  A.D. Kramer, J.E. Guillory, and J.T. Hancock, “Experimental Evidence of Massive-Scale Emotional Contagion Through Social Networks,” Proceedings of 
the National Academy of Sciences 111, no. 24 (2014): 8788-90. http://www.pnas.org/content/111/24/8788

2  S. H. Bracha, “Freeze, Flight, Fight, Fright, Faint: Adaptationist Perspectives on the Acute Stress Response Spectrum,” CNS Spectrums 9, no. 9 (2004): 
679–85; S. M. Korte, M. K. Jaap, J. C. Wingfield, and B. S. McEwen, “The Darwinian Concept of Stress: Benefits of Allostasis and Costs of Allostatic 
Load and the Trade-Offs in Health and Disease,” Neuroscience and Biobehavioral Reviews 29, no. 1 (2005): 3–38. https://www.researchgate.net/ 
publication/8374374_FREEZE_FLIGHT_FIGHT_FRIGHT_FAINT_Adaptationist_perspectives_on_the_acute_stress_response_spectrum_aka_
Bracha’s_Five_Fs_of_Fear
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3 Keep solutions down to earth
Today’s savvy consumers are sensitive to statements that sound too good to be true. The perception 
that you’re “selling” to clients or appearing to overpromise the benefits of any one strategy can 
undermine your credibility. 

Instead, tell them the main benefit a solution can provide, and be frank about its costs, limitations 
and tradeoffs. Not only will this down-to-earth strategy facilitate an easier initial conversation, but 
it will also make it more realistic to manage clients’ expectations once they’ve decided to add an 
income solution to their portfolio. 

Your action step
When it’s time to introduce a specific product to your clients, be specific about the benefits it  
offers. For instance, explain that an annuity with optional benefits can help provide a protected 
monthly income for the rest of their lives. Then take the time to patiently respond to your clients’ 
questions as they move up the learning curve.

Words that win with clients
Ready to put the formula into action? Leverage the winning messages on the left, which got the 
thumbs up from clients in our research. 

Messages for better conversations Messages that miss the mark

How would you feel if we could add a  
reliable source of income to your retirement 

income plan?

You can’t depend on Social Security anymore,  
so you need an annuity for income.

An annuity with optional benefits can help 
provide a protected monthly income for the  

rest of your life.

Annuities provide financial freedom 
 in retirement.

Income planning may help ensure you will  
never outlive your money in retirement.

Consider an annuity with a 5.5% payout.

An annuity can provide a guaranteed income  
for the rest of your life.

A higher compounded roll-up rate can  
grow retirement income faster.

Is a known source of income in retirement 
something you’d be interested in?

An annuity will help you live your  
dream retirement.

By adding protected income to your plan,  
you’re adding a safeguard for when the  

market stumbles, ensuring a portion of your 
assets are protected and an income stream 

you can count on.

With an annuity, you’ll have the courage  
to take on more risks.



A note about research 
Lincoln conducted qualitative and quantitative research with consumers and advisors in collaboration with Maslansky + Partners  
between 2016 and 2018 to produce optimized language for more effective retirement income planning conversations between you  
and your clients. 
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Let’s keep the conversation going.
Looking for more resources on retirement income planning? Contact your  
Lincoln representative or visit LFG.com/income for more information! 

What’s in a name?
Do you ever hesitate to finish your retirement income conversation by bringing up an annuity? 
Advisors tell us they anticipate their clients having negative concepts of these solutions due to 
misconceptions in the media, which can be time-consuming to counteract.

In fact, our research shows that approximately 65% of clients have a neutral or positive point 
of view on annuities. More than one third say they don’t know much about annuities at all, 
leaving them ready to learn about the value of these solutions for the first time from you.3

Most important, 41% of clients say that having enough money to last a lifetime is their number 
one retirement planning goal — and they need your guidance on creating a retirement income 
plan that will last.4 

3 The Alliance for Lifetime Income, 2018.
4 LIMRA Secure Retirement Institute. Based on 2,000 retirees and pre-retirees.


