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Your challenge is to keep anxious 
clients focused on their long-term goals 
while guiding them through turbulent 
periods. These times may present unique 
opportunities: Now more than ever, clients 
may listen to you and heed your advice for 
diversification and prudent planning.

Being proactive with your client messaging 
can help your clients avoid common pitfalls 
and stay on track toward achieving their 
investment goals. Having your messaging 
down and ready to deploy will help you 
communicate effectively with clients and 
help them avoid making decisions based on 
emotion. A well-executed communication 
plan may potentially have a big impact on 
your clients’ confidence and trust in you.

As you field inquiries from anxious and  
fearful clients, here are a few basics you 
can share with them to help them keep 
calm through the storm.

During periods of market declines and other forms of volatility, your clients may begin to have 
doubts about their current investment strategy. Concerned clients can easily lose track of the 
importance of maintaining a long-term outlook. Newer investors in particular who have never 
experienced a bear market may be the most upset.

Checklist: Market volatility communication plan
✔  Develop several talking points to address the market-

driven events that are causing the current volatility.

✔  Remind clients of the long-term plan you've carefully 
developed with them, including any specific details 
about their portfolio as appropriate.

✔  Reassure clients regarding where they currently are in 
their progress toward achieving their long-term goals.

✔  Call the top 20% of your clients.

✔  Call other clients who you think may benefit from 
additional reassurance.

✔  After speaking with them, if needed, schedule in-person 
visits at your office as a follow-up.

✔  During the conversation, make a personal connection 
as well —ask about your clients' families, their business, 
or any recent vacations.

How E*TRADE Advisor Services can support you
Reducing client anxiety when markets are rolling can be difficult. But by working with the right custodian and 
technology platform, you may have the freedom and support to act in clients’ best interests, while at the same time 
positioning your business for future growth and profitability. E*TRADE Advisor Services can support your role as 
financial guide in a variety of ways:

• Documentation. Liberty provides access to a complete history of all transactions and account changes, 
including client acknowledgements of account preferences, requests, and adjustments.

•  A consistent process. The Liberty technology enables accounts of all sizes to receive a consistent investment 
process. Built-in fractional share technology can enable smaller accounts to have access to investments and 
strategies that are provided in your larger accounts. Accounts can be managed at the model level (instead of at 
the account level) to increase efficiency, and you can rebalance your entire book of business in just a few clicks.

•  Cost management. Liberty helps you keep your trading costs down through asset-based custody fees and 
omnibus trading, giving you the freedom to make trading decisions based solely on the needs of your clients.

•  Transparency. Liberty provides a high level of transparency for clients through real-time access to their online 
accounts, where they can easily see performance, account balances, holdings, and trades.

•  Advanced money management. Liberty’s Money Manager X-Change enables you to outsource money 
management, if desired, to complement your in-house strategies and provide the investment solutions your 
clients need.

At E*TRADE Advisor Services, we never stop thinking of new ways to help you  
grow your business and truly serve your clients. For more information, email 
advisorservices@etrade.com, call 800-955-7808 or visit etrade.com/advisorservices.
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Market volatility

LONGER HOLDING PERIODS HAVE  
HISTORICALLY REWARDED INVESTORS

In the short term, stock markets can swing dramatically. 
However, investors who have historically stayed the 
course with a long-term investment plan have typically 
been rewarded. On the flip side, investors who have 
historically traded excessively during volatile markets 
have underperformed the market.

Though past performance is no guarantee of future 
results, the odds of achieving a positive return in the 
stock market have been much higher over a five- or 10-
year period than for a single year (see chart below). 

What clients need to know:
• Market corrections are a normal part of the market 

cycle, and historically the market has always  
recovered from declines

• Consider the powerful influence of time when 
investing: As holding periods increase, the probability 
of positive returns has historically increased

• Keeping a long-term focus can help investors  
manage short-term volatility and benefit from the 
market’s historically upward growth

• Careful diversification of a portfolio is designed to  
help cushion the blow of market retreats

• Take the opportunity to reinforce with clients how 
their investments align with their overall investment 
strategy and comfort level with risk

Market volatility

Source: Morningstar, 2018. Calculations based on the total returns of the S&P 500® Index over rolling 1-, 5-, and 10-year periods between 1926 
and 2018. Chart is for illustrative purposes only and is not representative of the future performance of any particular portfolio or security. An 
investment cannot be made directly in an index.
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IT’S BETTER TO BE IN THE MARKET  
THAN ON THE SIDELINES
It may be helpful to remind clients that it isn’t wise to 
play the “timing” game. Missing just a few days in the 
market can seriously hurt performance. Remind them, 
it’s time in the market—not timing—that’s truly important.

While sitting on the sidelines waiting for just the right 
time to invest, some of the market’s best single-day 
performance can slip by. The chart below shows 
what would have happened to investment returns for 
investors who missed the best of the market’s trading 
days over the past 20 years.

What clients need to know:
• Historically, most of the biggest stock market 

gains occurred during very brief periods that are 

impossible to predict—that’s why it’s important to 
stay invested

• By bailing out of the market during a market 
correction, investors may be turning paper losses 
into real losses

• History has proven time and time again that investors 
who are willing to wait out short-term volatility have 
been rewarded over the long term

• Being out of the market, as measured by the S&P 500 
Index, for just the 10 best days over the past 20 years 
would have reduced returns by more than 50%

• Many of the best days in the market come right after 
the worst days: According to a JP Morgan Asset 
Management study, six of the best 10 days occurred 
within two weeks of the 10 worst days

MARKET CORRECTIONS MAY CREATE 
OPPORTUNITIES TO BUY
Investors are often faced with three options during 
market corrections: sell, hold, or hold and buy more. 
With a hold and-buy-more strategy, an investor can 
add to a position in down periods and likely benefit in a 
future recovery.

What clients need to know:
• Historically, the average recovery time from market 

pullbacks has meant that market declines do not have 
to undermine a well-diversified portfolio

• Even in extreme market conditions, as we have seen 
historically, selling at the bottom of a downturn is 
never a good idea 

• Waiting out a market downturn has historically 
rewarded investors, while selectively adding to an 
investor’s positions may make sense and may help the 
portfolio recover faster

• If you sell at the bottom, you risk missing any 
subsequent rebound—which has historically been fast 
and robust

• Depending on market conditions, a market decline 
may even signal an attractive buying opportunity

• We may be able to use the market’s ups and downs to 
trim outside positions or add to holdings where the 
client can use additional exposure, as long as such 
investments align with the client’s overall suitability

ATTEMPTING TO TIME THE MARKET  
MAY LEAD TO UNDERPERFORMANCE
Investment research firm Dalbar, which publishes an 
annual survey of the average investor’s performance, 
also provides historical evidence that investors who try 
to time the market—and as a result miss a few of the 
market’s up days—achieve a lackluster performance 
over time.

According to Dalbar, the average investor performed 
below average when compared to buying and holding 
the S&P 500 Index.

20-year period from 1997–2017: 
$100,000 initial investment

S&P 500 Index 7.20% $401,346

Average Equity Investor 5.29% $280,377

Difference $120,969
 
Source: Dalbar, 2018 Quantitative Analysis of Investor Behavior

What clients need to know:
• It’s true that if you were out of the market you miss the 

worst performing days, but studies show that if you’re 
going to invest you have to be in the markets to take 
advantage of the up days: Historically, investors have 
been rewarded by sticking to their investment plan 
rather than trying to time the best or worst days

• Remind clients that together you have developed a 
sound investment plan based on their goals and their 
comfort level with risk: The prudent course of action 
is to stick to that plan and not let short-term market 
fluctuations affect their view of the future

THE IMPORTANCE OF COMMUNICATION
Talking to clients when markets are falling can be a 
daunting prospect, but regular communication helps 
neutralize the anxieties caused by short-term market 
movements. For example, educating clients about what’s 
going on the market, providing context around volatility 
and scary headlines, and putting these events in light of 
the potential impact on their portfolio can be helpful.

And just because clients aren’t complaining about 
market performance doesn’t mean they aren’t unhappy. 
There’s no better way to unearth the angst that may be 
quietly taking root in your clients’ minds than to extend 
an invitation to vocalize their concerns. By welcoming 
their feedback, you can address their concerns up front 
before they snowball into an insurmountable wave of 
dissatisfaction.

Communicating during turbulent times can help you 
retain clients and could potentially lead to additional 
referrals. Ideas to spark communication include:

• Call clients. Calling 
clients provides a 
personal touch, and 
you can reassure 
clients with the 
tone of your voice 
in addition to your 
words. Talking 
directly to a client 
also enables them 
to ask questions 
and get immediate 
answers. Start by 
reaching out to 
your most valued 
clients, followed 
by clients who 
are likely to be 
concerned about 
swings in the 
market. 

• Send an email. Email is the most time- and cost-
efficient form of communicating with multiple clients 
at once. Consider adding a market commentary or 
another marketing piece to provide a reassuring 
overview of the economy and details on what the 
current market correction means for your clients’ 
portfolios.

• Provide a timely seminar. Consider presenting a 
seminar on the current market volatility and strategies 
that you’re employing to help protect clients. You 
might consider enlisting the help of one of your 
money managers. 

What to say to 
concerned clients
• Market volatility like 

this is expected—it's a 
normal part of market 
cycles.

• Now is probably not 
the time to sell.

• If you don't sell now, 
you have not actually 
realized any losses yet.

• Stay focused on the 
long term.

• Always call me if 
you have any further 
questions or concerns.

Market volatility

Historical  
market crisis

Sold at the bottom Did nothing (hold) 

Recovered in:

Added investment  
of equal amount
Recovered in:

Recovery from market 
bottom one year later

Great Depression   
(1929-1936) Lost 78% 52 months 2 months +163%

World War II 
(1939-1946) Lost 29% 9 months 5 months +61%

Oil Crisis 
(1972-1976) Lost 43% 21 months 5 months +38%

1987 Crash 
(Sept-Nov) Lost 29% 13 months 1 month +23%

Gulf War Crisis     
(1990-1991) Lost 13% 3 months 1 month +34%

Great Recession 
(2008-2009) Lost 46% 24 months 5 months +54%

Source: Morningstar, 2018 Fundamentals for Investors. Data assumes an initial investment was made at the beginning of the year of when the 
event took place. Hold-and-buy-more strategy assumes that a portfolio added the same amount as originally invested at the market bottom. Past 
performance is no guarantee of future results. This table is for illustrative purposes only and is not representative of the future performance of any 
particular portfolio, security or strategy. Results shown reflect the reinvestment of dividends.

Opportunities to buy?  
How these strategies have compared in historical down markets as defined by the S&P 500 Index

Source: J.P. Morgan Asset Management analysis using data from Bloomberg. Returns are based on the S&P 500 Total Return Index, an unmanaged, 
capitalization-weighted index that measures the performance of 500 large capitalization domestic stocks representing all major industries. Indices 
do not include fees or operating expenses and are not available for actual investment. The hypothetical performance calculations are shown for 
illustrative purposes only and are not meant to be representative of actual results while investing over the time periods shown. The hypothetical 
performance calculations for the respective strategies are shown gross of fees. If fees were included, returns would be lower. Hypothetical 
performance returns reflect the reinvestment of all dividends. The hypothetical performance results have certain inherent limitations. Unlike an 
actual performance record, they do not reflect actual trading, liquidity constraints, fees and other costs. Also, since the trades have not actually 
been executed, the results may have under- or overcompensated for the impact of certain market factors such as lack of liquidity. Simulated trading 
programs in general are also subject to the fact that they are designed with the benefit of hindsight. Returns will fluctuate and an investment upon 
redemption may be worth more or less than its original value. Past performance is not indicative of future returns. An individual cannot invest directly 
in an index. Data as of December 31, 2018.
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THAN ON THE SIDELINES
It may be helpful to remind clients that it isn’t wise to 
play the “timing” game. Missing just a few days in the 
market can seriously hurt performance. Remind them, 
it’s time in the market—not timing—that’s truly important.

While sitting on the sidelines waiting for just the right 
time to invest, some of the market’s best single-day 
performance can slip by. The chart below shows 
what would have happened to investment returns for 
investors who missed the best of the market’s trading 
days over the past 20 years.

What clients need to know:
• Historically, most of the biggest stock market 

gains occurred during very brief periods that are 

impossible to predict—that’s why it’s important to 
stay invested

• By bailing out of the market during a market 
correction, investors may be turning paper losses 
into real losses

• History has proven time and time again that investors 
who are willing to wait out short-term volatility have 
been rewarded over the long term

• Being out of the market, as measured by the S&P 500 
Index, for just the 10 best days over the past 20 years 
would have reduced returns by more than 50%

• Many of the best days in the market come right after 
the worst days: According to a JP Morgan Asset 
Management study, six of the best 10 days occurred 
within two weeks of the 10 worst days

MARKET CORRECTIONS MAY CREATE 
OPPORTUNITIES TO BUY
Investors are often faced with three options during 
market corrections: sell, hold, or hold and buy more. 
With a hold and-buy-more strategy, an investor can 
add to a position in down periods and likely benefit in a 
future recovery.

What clients need to know:
• Historically, the average recovery time from market 

pullbacks has meant that market declines do not have 
to undermine a well-diversified portfolio

• Even in extreme market conditions, as we have seen 
historically, selling at the bottom of a downturn is 
never a good idea 

• Waiting out a market downturn has historically 
rewarded investors, while selectively adding to an 
investor’s positions may make sense and may help the 
portfolio recover faster

• If you sell at the bottom, you risk missing any 
subsequent rebound—which has historically been fast 
and robust

• Depending on market conditions, a market decline 
may even signal an attractive buying opportunity

• We may be able to use the market’s ups and downs to 
trim outside positions or add to holdings where the 
client can use additional exposure, as long as such 
investments align with the client’s overall suitability

ATTEMPTING TO TIME THE MARKET  
MAY LEAD TO UNDERPERFORMANCE
Investment research firm Dalbar, which publishes an 
annual survey of the average investor’s performance, 
also provides historical evidence that investors who try 
to time the market—and as a result miss a few of the 
market’s up days—achieve a lackluster performance 
over time.

According to Dalbar, the average investor performed 
below average when compared to buying and holding 
the S&P 500 Index.

20-year period from 1997–2017: 
$100,000 initial investment

S&P 500 Index 7.20% $401,346

Average Equity Investor 5.29% $280,377

Difference $120,969
 
Source: Dalbar, 2018 Quantitative Analysis of Investor Behavior

What clients need to know:
• It’s true that if you were out of the market you miss the 

worst performing days, but studies show that if you’re 
going to invest you have to be in the markets to take 
advantage of the up days: Historically, investors have 
been rewarded by sticking to their investment plan 
rather than trying to time the best or worst days

• Remind clients that together you have developed a 
sound investment plan based on their goals and their 
comfort level with risk: The prudent course of action 
is to stick to that plan and not let short-term market 
fluctuations affect their view of the future

THE IMPORTANCE OF COMMUNICATION
Talking to clients when markets are falling can be a 
daunting prospect, but regular communication helps 
neutralize the anxieties caused by short-term market 
movements. For example, educating clients about what’s 
going on the market, providing context around volatility 
and scary headlines, and putting these events in light of 
the potential impact on their portfolio can be helpful.

And just because clients aren’t complaining about 
market performance doesn’t mean they aren’t unhappy. 
There’s no better way to unearth the angst that may be 
quietly taking root in your clients’ minds than to extend 
an invitation to vocalize their concerns. By welcoming 
their feedback, you can address their concerns up front 
before they snowball into an insurmountable wave of 
dissatisfaction.

Communicating during turbulent times can help you 
retain clients and could potentially lead to additional 
referrals. Ideas to spark communication include:

• Call clients. Calling 
clients provides a 
personal touch, and 
you can reassure 
clients with the 
tone of your voice 
in addition to your 
words. Talking 
directly to a client 
also enables them 
to ask questions 
and get immediate 
answers. Start by 
reaching out to 
your most valued 
clients, followed 
by clients who 
are likely to be 
concerned about 
swings in the 
market. 

• Send an email. Email is the most time- and cost-
efficient form of communicating with multiple clients 
at once. Consider adding a market commentary or 
another marketing piece to provide a reassuring 
overview of the economy and details on what the 
current market correction means for your clients’ 
portfolios.

• Provide a timely seminar. Consider presenting a 
seminar on the current market volatility and strategies 
that you’re employing to help protect clients. You 
might consider enlisting the help of one of your 
money managers. 

What to say to 
concerned clients
• Market volatility like 

this is expected—it's a 
normal part of market 
cycles.

• Now is probably not 
the time to sell.

• If you don't sell now, 
you have not actually 
realized any losses yet.

• Stay focused on the 
long term.

• Always call me if 
you have any further 
questions or concerns.

Market volatility

Historical  
market crisis

Sold at the bottom Did nothing (hold) 

Recovered in:

Added investment  
of equal amount
Recovered in:

Recovery from market 
bottom one year later

Great Depression   
(1929-1936) Lost 78% 52 months 2 months +163%

World War II 
(1939-1946) Lost 29% 9 months 5 months +61%

Oil Crisis 
(1972-1976) Lost 43% 21 months 5 months +38%

1987 Crash 
(Sept-Nov) Lost 29% 13 months 1 month +23%

Gulf War Crisis     
(1990-1991) Lost 13% 3 months 1 month +34%

Great Recession 
(2008-2009) Lost 46% 24 months 5 months +54%

Source: Morningstar, 2018 Fundamentals for Investors. Data assumes an initial investment was made at the beginning of the year of when the 
event took place. Hold-and-buy-more strategy assumes that a portfolio added the same amount as originally invested at the market bottom. Past 
performance is no guarantee of future results. This table is for illustrative purposes only and is not representative of the future performance of any 
particular portfolio, security or strategy. Results shown reflect the reinvestment of dividends.

Opportunities to buy?  
How these strategies have compared in historical down markets as defined by the S&P 500 Index

Source: J.P. Morgan Asset Management analysis using data from Bloomberg. Returns are based on the S&P 500 Total Return Index, an unmanaged, 
capitalization-weighted index that measures the performance of 500 large capitalization domestic stocks representing all major industries. Indices 
do not include fees or operating expenses and are not available for actual investment. The hypothetical performance calculations are shown for 
illustrative purposes only and are not meant to be representative of actual results while investing over the time periods shown. The hypothetical 
performance calculations for the respective strategies are shown gross of fees. If fees were included, returns would be lower. Hypothetical 
performance returns reflect the reinvestment of all dividends. The hypothetical performance results have certain inherent limitations. Unlike an 
actual performance record, they do not reflect actual trading, liquidity constraints, fees and other costs. Also, since the trades have not actually 
been executed, the results may have under- or overcompensated for the impact of certain market factors such as lack of liquidity. Simulated trading 
programs in general are also subject to the fact that they are designed with the benefit of hindsight. Returns will fluctuate and an investment upon 
redemption may be worth more or less than its original value. Past performance is not indicative of future returns. An individual cannot invest directly 
in an index. Data as of December 31, 2018.
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$14,895
+2.01%
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$2,985
–5.87%

$2,144
–7.41%
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Missing the best days of the market over the past 20 years
Returns of the S&P 500 Index

Performance of a $10,000 investment between Jan 4, 1999–December 31, 2018
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Meeting with clients 
to explain market 
events and update 
them on their current 
portfolio allocation 
can help neutralize 
anxieties caused by 
market volatility.
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Your challenge is to keep anxious 
clients focused on their long-term goals 
while guiding them through turbulent 
periods. These times may present unique 
opportunities: Now more than ever, clients 
may listen to you and heed your advice for 
diversification and prudent planning.

Being proactive with your client messaging 
can help your clients avoid common pitfalls 
and stay on track toward achieving their 
investment goals. Having your messaging 
down and ready to deploy will help you 
communicate effectively with clients and 
help them avoid making decisions based on 
emotion. A well-executed communication 
plan may potentially have a big impact on 
your clients’ confidence and trust in you.

As you field inquiries from anxious and  
fearful clients, here are a few basics you 
can share with them to help them keep 
calm through the storm.

During periods of market declines and other forms of volatility, your clients may begin to have 
doubts about their current investment strategy. Concerned clients can easily lose track of the 
importance of maintaining a long-term outlook. Newer investors in particular who have never 
experienced a bear market may be the most upset.

Checklist: Market volatility communication plan
✔  Develop several talking points to address the market-

driven events that are causing the current volatility.

✔  Remind clients of the long-term plan you've carefully 
developed with them, including any specific details 
about their portfolio as appropriate.

✔  Reassure clients regarding where they currently are in 
their progress toward achieving their long-term goals.

✔  Call the top 20% of your clients.

✔  Call other clients who you think may benefit from 
additional reassurance.

✔  After speaking with them, if needed, schedule in-person 
visits at your office as a follow-up.

✔  During the conversation, make a personal connection 
as well —ask about your clients' families, their business, 
or any recent vacations.

How E*TRADE Advisor Services can support you
Reducing client anxiety when markets are rolling can be difficult. But by working with the right custodian and 
technology platform, you may have the freedom and support to act in clients’ best interests, while at the same time 
positioning your business for future growth and profitability. E*TRADE Advisor Services can support your role as 
financial guide in a variety of ways:

• Documentation. Liberty provides access to a complete history of all transactions and account changes, 
including client acknowledgements of account preferences, requests, and adjustments.

•  A consistent process. The Liberty technology enables accounts of all sizes to receive a consistent investment 
process. Built-in fractional share technology can enable smaller accounts to have access to investments and 
strategies that are provided in your larger accounts. Accounts can be managed at the model level (instead of at 
the account level) to increase efficiency, and you can rebalance your entire book of business in just a few clicks.

•  Cost management. Liberty helps you keep your trading costs down through asset-based custody fees and 
omnibus trading, giving you the freedom to make trading decisions based solely on the needs of your clients.

•  Transparency. Liberty provides a high level of transparency for clients through real-time access to their online 
accounts, where they can easily see performance, account balances, holdings, and trades.

•  Advanced money management. Liberty’s Money Manager X-Change enables you to outsource money 
management, if desired, to complement your in-house strategies and provide the investment solutions your 
clients need.

At E*TRADE Advisor Services, we never stop thinking of new ways to help you  
grow your business and truly serve your clients. For more information, email 
advisorservices@etrade.com, call 800-955-7808 or visit etrade.com/advisorservices.

Market Volatility
How to communicate to clients  
in times of market uncertainty

ADVISOR INSIGHTS  

Market volatility

LONGER HOLDING PERIODS HAVE  
HISTORICALLY REWARDED INVESTORS

In the short term, stock markets can swing dramatically. 
However, investors who have historically stayed the 
course with a long-term investment plan have typically 
been rewarded. On the flip side, investors who have 
historically traded excessively during volatile markets 
have underperformed the market.

Though past performance is no guarantee of future 
results, the odds of achieving a positive return in the 
stock market have been much higher over a five- or 10-
year period than for a single year (see chart below). 

What clients need to know:
• Market corrections are a normal part of the market 

cycle, and historically the market has always  
recovered from declines

• Consider the powerful influence of time when 
investing: As holding periods increase, the probability 
of positive returns has historically increased

• Keeping a long-term focus can help investors  
manage short-term volatility and benefit from the 
market’s historically upward growth

• Careful diversification of a portfolio is designed to  
help cushion the blow of market retreats

• Take the opportunity to reinforce with clients how 
their investments align with their overall investment 
strategy and comfort level with risk

Market volatility

Source: Morningstar, 2018. Calculations based on the total returns of the S&P 500® Index over rolling 1-, 5-, and 10-year periods between 1926 
and 2018. Chart is for illustrative purposes only and is not representative of the future performance of any particular portfolio or security. An 
investment cannot be made directly in an index.
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