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 RETENTION
WHAT ARE INDUSTRY RETENTION RATES?
Possible discussion questions: Are common revenue retention rates (below) "about right" or do methodological limitations 
imply that retention rates are too high?

Revenue Retention Rates
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A Starting Premise

Firms need better data about 
retention rates and client attrition 

causes so they can develop 'at-risk' 
profiles and manage attrition risks.
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 RETENTION
HOW DO FIRMS CALCULATE ATTRITION AND RETENTION RATES?

Calculating Retention Rates: Common and Best Practice

Possible discussion questions: What are the "triggers" for recording attrition events and measuring outflows? How do firms 
assign a revenue value to asset outflows? How do firms adjust attrition numbers for market effects?
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HOW DO FIRMS CALCULATE ATTRITION AND RETENTION RATES?

Calculating Retention Rates: Common and Best Practice
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 RETENTION
HOW DO FIRMS TRACK ATTRITION CAUSES?

Frequency with Which Firms Track Various Attrition Causes

What attrition causes do firms track? How do they ensure that teams classify the causes consistently? What safeguards do firms 
use to minimize respondent bias (AKA "all attrition causes are uncontrollable")?
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 RETENTION
HOW ARE FIRMS MANAGING ATTRITION RISKS?
How do firms use information about attrition causes to manage attrition risks? To instill accountability and/or enable teams to 
manage risks in advance of attrition events?

Example 1. Tracking and Accountability
Retention Tracking Team: Bank A uses its finance 
team to track attrition causes. 

1. Online reporting form. Whenever an 
advisor experiences an attrition event, the 
finance team prompts the advisor to 
categorize the attrition event via an 
online reporting form.

2. Regional director review. Regional 
directors review each report provided by 
their advisors for accuracy. Once 
approved by the director, the report is 
sent back to the retention tracking team. 

3. Consolidated retention report. At the 
end of each month, the retention tracking 
team generates an attrition report for the 
director of the wealth management 
group. The report summarizes actual 
attrition experienced in the month and 
the causes of the attrition.

4. Spot checks and follow-up. The director 
reviews the report and selects a few 
attrition causes for which the relevant 
advisor must provide more information.

Example 2 (Brief). Tracking and 
Accountability
Reviewing the Top 10  Attrtion Events

Each month, Bank B’s management 
holds individual meetings with advisors 
that experienced the top ten attrition 
events. 

During the meeting, the advisor must 
explain why they experienced the 
attrition and what they planned to do in 
order to address the issue.

Example 3. Predictive Models
See next page
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 RETENTION
WHAT ARE APPROACHES PEERS ARE USING TO REDUCE ATTRITION?

The 'At-Risk' Profile, Bank D

What is the profile of the "at-risk" relationship? How do firms help advisors identify at-risk relationships? How do firms use age 
(if at all) to predict the likelihood of asset outflows? Does price matter? Or do most controllable attrition events reflect service 
lapses?

How old is the client?
If a client reaches a certain age threshold, the account is at-risk.

How did the account perform?
If an account does not achieve its benchmark several months in a row, the 
account is at-risk.

Has there been staff turnover?
If the advisor for an account plans on leaving, the account is at-risk.

Does the client live far from an office?
If a client moves outside of Bank D's footprint or does not live near a branch, 
the account is at-risk.

Have there been any irregular withdrawals?
If a client makes an unexpected withdrawal of more than $100,000, the 
account is at-risk.
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