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Introduction
With huge demographic, technological and 
economic shifts underway, the models used 
to attract customers and deliver wealth 
management services are changing. 

The impact of COVID-19 and the subsequent supply 
chain and energy crisis brought to the fore a need 
for individuals and businesses to develop financial 
resilience against the economic uncertainty ahead. 

Additionally, new Fintech competitors are bringing 
‘Wealth Tech’ (i.e. low-cost, automated financial advice) 

to the masses. Personalised relationships supported by 
digital capabilities appeal to younger demographics and 
create the opportunity to provide higher value to bigger 
investors. 

With that in mind, this white paper explores the 
notable trends that senior financial service leaders 
face and what they can do to get ahead in the market 
as it changes in terms of generating new partnership 
opportunities and revenue streams. 
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Trends in wealth 
management
Wealth management is an attractive value 
proposition for diversified financial services firms 
at a time when equity returns for the banking 
sector are roughly equal to the cost of capital. 
Capital is seen as being more expensive, and 
growth is difficult to come by. 

Businesses in this sector tend to have better growth 
prospects, lower capital requirements, and higher 
return on equity (ROE) than the majority of other retail 
banking businesses. 

Wealth management services can also play a vital role in 
attracting and keeping lucrative retail clients. According 
to recent market statistics, mass affluent clients can 
account for 80% or more of the net income produced 
by retail banks. These clients frequently view the 
relationship with their provider of wealth management 
services as their most important financial relationship. 

As a result, several financial services diversified 
companies are investing more in their wealth 
management operations in the following areas: 
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Meeting evolving client  
expectations in financial  
services

Customers now expect round-the-clock access 
to financial information and advice services via 
apps. To meet this level of demand, a survey by 
Gartner found that 81% of financial institutions 
compete primarily or only on the basis of 
customer experience (CX). This trend is developing 
independently from FinTech start-ups entering 
the market and points to the broader trend 
towards convenience in sectors like e-commerce. 

In addition, the rise in ethical financial investing, both 
as a way to adhere to deeply held personal beliefs and 
protect assets from climate change’s value destruction, 
is becoming increasingly crucial amongst younger 
generations. By 2022, experts predict that global 
Environmental, Social and Governance (ESG) related 
assets may surpass $41 trillion, up from $35 trillion  
in 2020. 

As ESG disclosure, reporting, and corporate practices 
gain international attention, regulators are under 
increasing pressure to:

•  Integrate systemic financial risk management into 
banking and financial regulatory frameworks.

• Identify, measure, monitor, and control material risks

•  Standardise risk data collection, analysis, and 
disclosure. 

Global ESG related  
asset value prediction

2022 $41 tr
illi

on

2020 $35 tr
illi

on

Competing with  
tech-enabled brands

The FinTech revolution has reshaped wealth 
management, with digital-first businesses 
emphasising speed, personalisation, and lower 
prices. To illustrate, retail trading platform 
revenues reached $22.8 billion in 2021 and  
saw a 49% increase in user base since 2020. 

During the pandemic, many so-called ‘armchair traders’ 
signed up for retail trading platforms like Revolut, 
Coinbase, eToro, Robin Hood, etc., to try and boost 
their income in an uncertain time. Subsequently, each 
of these platforms have excelled because traditional 
providers have failed to democratise investment to  
the same extent.

As such, the increased competition threatens the 
largest segment of customers in wealth management - 
retail investors.

Retail trading platform 
revenues reached

in 2021 and saw a  
49% increase in user  

base since 2020

$22.8bn
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https://www.gartner.com/en/marketing/insights/articles/key-findings-from-the-gartner-customer-experience-survey
https://www.bloomberg.com/company/press/esg-may-surpass-41-trillion-assets-in-2022-but-not-without-challenges-finds-bloomberg-intelligence/
https://www.businessofapps.com/data/stock-trading-app-market/
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Moving away from  
legacy systems

Nowadays, information has become the 
foundation of the financial services industry, 
and data is now as important an asset as 
currency. Yet, siloed data stores and ageing IT 
infrastructure means that, at least amongst 
traditional banking providers, the competition is 
reliant on the same core systems.  

Problems arise when wealth management firms rely 
on legacy programming languages and systems that 
cannot compete with the increasing capabilities of cyber 
criminals. To highlight, there have been a few notable 
wealth management cyberattack headlines over the 
past few years. 

These include the “Fake Zoom” intrusion of the Australian 
hedge fund Levitas Capital, which resulted in $8.7 million 
in fraudulent invoices being created. Also, a ransomware 
attack on an SEI Investments Co. vendor exposed the 
client data of over 100 administrators in 2020. 

The constraints of regulations and dated technologies 
are a cause for concern throughout the wealth 
management industry. According to Boston Consulting 
Group, financial institutions are 300 times more likely 
than any other organisation type to be the target of a 
cyberattack. 

Yet, customers demand round-the-clock financial 
services wherever they are in the world. Core legacy 
systems – that rely on manual input from admin teams 
– are no longer capable of scaling in line with customer 
demand. Therefore, it is imperative that financial teams 
safeguard informational assets 24/7 with all the latest 
cybersecurity technologies and modernised tools. 

Anticipating further 
demographic shifts

The most significant wealth transfer in history  
is already underway as of 2017. It is predicted  
that around $84 trillion will be transferred to 
younger generations over the next two decades. 
The dual effects of the changing demography  
in wealth management are having (and will  
continue to have) a massive impact on the  
sector. 

Firstly, as advisors reach retirement age, firms risk a 
slow but steady skill loss of team members. Secondly, 
as wealth changes hands, younger consumers stand to 
inherit assets that risk long-standing client relationships. 
According to historical analysis from Deloitte, 90% of 
heirs choose to source new wealth management advice 
after their inheritance. 

Therefore, wealth management firms must attract 
and retain a new generation of wealth management 
professionals and empower them with digital tools 
offering a complete view of customer needs, automated 
tools, and mobile connectivity available on the go. 

90% of heirs choose to source new wealth  
management advice after their inheritance.
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https://www.ubs.com/global/en/media/display-page-ndp/en-20221019-investor-watch.html
https://www2.deloitte.com/content/dam/Deloitte/de/Documents/financial-services/Wealth%20Management%20Digitalization.pdf
https://www2.deloitte.com/content/dam/Deloitte/de/Documents/financial-services/Wealth%20Management%20Digitalization.pdf
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Keeping up with  
regulatory mandates

Financial Services are one of the most 
regulated industries and Wealth Management 
is no exception. Keeping up with the constantly 
evolving and tightening regulatory mandates not 
only of the local market but also of international 
markets can be challenging. Even more so when 
trying to ensure compliance across the business. 

As one of the more recent examples, the Financial 
Conduct Authority in the UK proposed new measures 
to clamp down on illegal, unfair or misleading financial 
marketing. 

Protecting sensitive customer information, recording, 
archiving, protecting and classifying data, reporting 
suspicious activities, running Know Your Customer 
(KYC) checks, and even how to deal and share financial 

information (if you live in the UK, you might have heard 
about Open Banking) are key to addressing these 
compliance standards.

By standardising how a financial services organisation 
stores and structures data, and controls compliant 
data sharing, disclosure consents and who has access 
to deals (all core features of FSC), it’s easier to allow 
data exchanges between financial institutions and 
ensure compliance, therefore avoiding fines and 
loss of reputation. In addition, institutions can track 
interactions, bring the lending process online to 
increase transparency and self-service, and define the 
next actions to ensure customers have a repeatable 
and consistent experience.
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https://www.fca.org.uk/news/press-releases/fca-outlines-stronger-rules-protect-consumers-rogue-financial-promotions


How to modernise your 
wealth management services
Traditional financial institutions have a superior market position to start-ups that they should leverage. 
In an age of crypto and asset volatility, being an established brand with a trusted voice and offering 
prudent advice can help wealth management providers stand out. 

To this end, here are some tips financial services firms can use to modernise their wealth management services: 
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Taking advantage of modern 
technologies
Many top businesses now use a mix of automated 
technologies like chat bots and robotic process 
automation (RPA) within their customer service 
departments to eliminate repetitive admin tasks 
that are a drain on their advisors productivity. 
Artificial intelligence (AI) and machine learning 
(ML) allow tremendous improvements to financial 
advice services, tailored portfolio solutions, 
and proactive customer support features. For 
instance, an automated chatbot can process 
simple customer enquiries and transfer service 
requests to appropriate departments, saving 
advice teams time in processing these enquiries 
manually. 

Meanwhile, combining the strength of machine 
learning (ML) algorithms with predictive analytics offers 
insightful market data and tailored recommendations 
for investments and products based on customers’ 
transactional histories, portfolio preferences, and 
financial objectives. 

To facilitate improved digital processes, cloud migration 
and MuleSoft / API integration tools for remaining data 
silos, are essential in modernising IT infrastructure, 
security and analytics capabilities.

Portfolio Solutions® sought out an updated suite of 
Salesforce tools as a solution for accelerating their 
growth potential and differentiating their brand within 
a crowded marketplace. As an existing customer, they 
had already experienced the benefits of Salesforce for 
tasks like managing client meetings. However, they were 
looking for an enhanced core relationship platform 
that could transform them into a digital-first brand and 
safeguard all of their precious client data within a secure, 
encrypted, and easy-to-use CRM system. 

With Salesforce Financial Services Cloud implementation, 
Portfolio Solutions® were able to assure the safety of 
their client’s data and enhance the brand’s collaboration 
capabilities. The company is now able to successfully 
map out all of its client relationships and seize on  
new business opportunities when they arise.   
(source: Salesforce)
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Catering to investors at scale  
via CRM technologies
Online fund distribution, real-time digital guidance, new online comparison tools, and micro-investing 
are all being affected by new technologies. Such affordable, client-focused tools are rapidly becoming 
available to a more extensive consumer base. Financial Services Cloud can help wealth management 
providers nurture client relationships by delivering these modern wealth management services at scale. 

Financial Services Cloud offers a central space for 
vital client information (including financial accounts, 
investment preferences, addresses, and personal 
interests). Moreover, it comes with a range of tools 
to simplify processes like comprehensive Know Your 
Customer (KYC) checks, automated approval workflows, 
and high-quality dashboard tools.

Trilogy Financial is a financial planning organisation 
that wanted to install intelligent and user-friendly 
technologies to enhance the experiences of both clients 
and advisors across its 11 UK offices. The business 
had spent many years working with customised CRM 
solutions. However, advisors were finding that moving 
between disparate systems and relying on handwritten 
client notes was causing pertinent client information 
to get siloed or lost entirely, therefore hindering their 
advisors ability to offer a top-notch service. 

Implementing the Financial Services Cloud suite allowed 
the team to integrate multiple legacy tools and compile 
all customer records into one single, easy-to-use 
platform. With every customer interaction now tracked 
on the enhanced wealth management relationship 
platform, Trilogy were able to reach an ROI of 147% 
through the specialised CRM solution. The company can 
now offer an excellent end-to-end client experience and 
throw away their notepads for good. (source: Salesforce)
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Offering personalised  
consultancy services
We are at a turning point where the choices 
financial advisors and companies make now will 
have long-term effects.

Consumers are turning to specialists to help them 
manage their uncertain future as a result of the financial 
markets looming uncertainty and the greatest inflation 
in more than 40 years. 65% of consumers stated that 
their expectations for digitised financial services have 
increased since the start of the pandemic. 

This means there has never been a better time to gain 
the trust of customers, by investing in the adoption of 
flexible propositions and services, and creating a digital 

headquarters that brings together key individuals, 
tools, clients, and partners on a single platform for 
collaboration.

A report by KPMG suggests that hybrid, digitally capable 
advisors are a must-have for drawing in and retaining 
clients and advisors in the years to come. They define 
these ‘advisors of the digital age’ under three categories 
of service level: 

The financial  
well-being provider

A mass-market, digital-first wealth management concept that helps 
budget-conscious clients achieve their goals.

The domestic wealth  
manager

Advisors that focus on comparatively affluent high- to ultra-high 
net-worth individuals, managing multigenerational wealth through 
individualised partnerships reinforced by technology capabilities.

The global  
investment expert

A comprehensive package of specialised services for the very wealthy, 
delivered globally by advisors with a solid international reputation and 
leading expertise.

High and ultra-high net-worth individuals require a 
hybrid approach - wherein wealth management firms 
can offer personalised, concierge-style financial services 
with seamless digital access. This hybrid approach, 
enabled by Salesforce Financial Services Cloud, can help 
wealth management firms attract investors of all asset 
classes. 

And more specifically, it can be deployed to focus on 
your highest-margin clients. This approach enables 
wealth management firms to maximise their strategic 
growth potential more effectively.

https://slack.com/intl/en-gb/blog/transformation/why-financial-advisors-need-a-digital-hq-now
https://home.kpmg/xx/en/home/insights/2022/02/the-future-of-wealth-management.html
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Here is a rundown of some of the specialised advice 
management tools available through the Salesforce 
Financial Services Cloud:

•  Relationship mapping: Connect customers to 
homes, trusts, and business organisations to identify 
essential connections and layers of client relationships 
from one centralised dashboard. 

•  Alerts and milestone tracking: Link client accounts 
to alert systems to notify teams of changes to 
accounts, household, individuals, etc. By tracking 
significant life milestones and business moments, like 
having a child, purchasing a home, or launching new 
products, you can create hyper-personalised, need-
based customer interactions.

•  Automated decision-making: Provide advice 
teams with automated workflows for handling simple 
enquiries. Alternatively, teams can manually manage 
customer encounters by customising action plan 
templates (also known as Lightning Flows) to help 
streamline the decision-making process. 

•  End-to-end workflows: Salesforce’s Financial 
Services Cloud bolt-on services include Einstein Bot. 
This AI-driven retail banking bot can handle everyday 
enquiries like reporting lost cards without the need for 
human intervention. 

•  Simplified information capture: Set up workflows 
that guide clients through the data collection 
process. Connect to rating engines and third-party 
Uniform Residential Loan Applications to verify client 
information without having to click away from your 
CRM screen. You can also avoid re-entering data, as 
once it is applied, the information will be distributed 
across all other company systems. 

According to Salesforce figures, wealth management 
companies can see 188% ROI with the addition of 
specialised financial services technologies. According to 
figures from McKinsey, relationship management teams 
within the wealth management industry can spend over 
half (an estimated 60 to 70%) of their time on non-
revenue generated tasks like performing back office 
admin. Therefore, Advisor productivity skyrockets with 
the right CRM systems in place. Tools that are capable 
of tailoring tasks and relationship insights to help them 
personalise and make the most of every customer 
interaction with less effort. 

Many wealth management companies are currently 
utilising Salesforce to boost their customer relations 
and bring about the best results for their clients. For 
example, Formuesforvaltning (Formue), the Nordic 
region’s largest independent wealth management 
company, is pioneering a hybrid customer experience 
with Salesforce, combining the convenience and 
transparency of digital with the personal touch and 
guidance of a dedicated team of expert advisors. As 
a result of the company’s investment in transforming 
customer and advisor experience using Salesforce 
solutions, in 2021, Formue’s profits increased by 26% 
from 2020 figures. (source: Salesforce)

Perigon Wealth Management sought a Financial 
Services Cloud solution to update legacy customer 
relationship systems and provide reliable insights 
into their customer’s financial goals in life. Through 
the implementation of Salesforce’s enhanced 
wealth management tools, Perigon can now create 
in-depth Client Relationship Maps that tracks 
customer connections across households, families 
and business organisations. The tools allow advisory 
teams to quickly find and maximise on new client 
connections and boost their productivity on a day-to-
day basis. This is hugely important, as studies show 
that wealth advisors can spend 46% of their time on 
“middle-office duties connected with scheduling and 
meeting preparation, client servicing, and other office 
administrative duties” that are “essentially delegable”. 
Perigon has boosted its employees’ abilities to 
network and offer the very best in personalised wealth 
management services. (source: Salesforce)

https://www.salesforce.com/content/dam/web/en_us/www/documents/industries/financial-services/salesforce_financial_services_cloud_final.pdfhttp://
https://www.mckinsey.com/industries/financial-services/our-insights/analytics-transformation-in-wealth-management
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Where should I start on my 
transformation journey in  
financial services?

In this new era of customer connectivity and 
personalised experiences, financial services 
providers face several challenges that require 
them to take risks and make changes. Some of the 
most prominent challenges, such as regulatory 
compliance, require financial institutions to invest 
in transforming traditional operations, explore new 
solutions and innovate. Is Salesforce’s Financial 
Services Cloud (FSC) the answer to some of these 
challenges? 

The answer is yes. FSC primarily works within the customer 
relationship management, case management, workflows, 
document management and intelligence. And although 
it’s not a ‘one-size-fits-all’ solution, it can be tailored using 
custom and out-of-the-box extensions and integrations, 
to optimise many critical operations. If you are looking into 
adopting Salesforce Financial Services Cloud this is how we 
recommend you get started with a transformation in this 
challenging space:

•  Start by defining the vision and goals. Your business 
might want to look into the Salesforce V2MOM to create 
a strategic company alignment, the current challenges 
(regulatory, data, competition, etc.) and future innovations.

•  After the vision and motivation, set the strategy and align 
IT goals with the business goals. We suggest adopting 
a well-known IT enterprise software development 
framework, such as The Open Group Architecture 
Framework (TOGAF), as a guide. This will help implement 
software technology in a structured and organised 
way, with a focus on governance and meeting business 
objectives. 

•  Define your Business, Information Systems, Security and 
Technology Architecture before you dive into Opportunities 
and Solutions. Don’t forget to plan for integrations with 
transactional systems, external data sources, and any 
other platforms that your business relies on. 

•  Evaluate opportunities and solutions. Once your business 
knows what they are after, and there is an early view of 
your requirements, review the out-of-the-box capabilities 
of FSC and other similar products, and compare them 
to your needs. Evaluate modifications to features that 
are required to support your business processes, 
estimate the size of your user base, the data, security 
and regulatory needs, and determine your licensing 
requirements. 

•  Evaluate complex extensions and potential need to 
include other solutions and vendors. Beyond pre-
configured settings or features, evaluate whether there 
is a need for advanced customizations or any add-ons 
to make it work for your organisation. This could impact 
your costs and timelines.

•  Capture the risks and the downfalls, and ensure you 
are meeting your principles. Determine if any limits or 
feature limitations affect your implementation, migration 
or future state of your solution. If the business, data, 
technology or architecture principles are not defined, this 
is a good time to write them (here are a few examples 
from the TOGAF guide).

•  Define your project and prepare for delivery. Either if your 
business decides to implement using waterfall or agile, 
greenfield or brownfield, build in house or be supported 
by industry experts, plan before you change. Don’t forget 
to evaluate your internal skills, change management, 
governance and training! This is also a good time to think 
about the delivery in terms of resources and costs. 

Use the steps above to plan and reflect on what your 
business wants to achieve, evaluate if the Salesforce FSC 
is the best product for you, and if it can help on your 
transformation journey and drive a faster time to market. 
And of course we can help you throughout this process so 
any investment decision is well substantiated and delivers 
the promised results.

Expert insight
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Key takeaways for navigating 
wealth management services 
in the digital age
As the world enters a new style of economy – 
where consumer expectations, demography,  
and economic forces are unlike anything seen 
before – wealth management services are 
becoming more vital. 

Events over the last few years have fundamentally 
changed how Asset Managers conduct business and 
engage with clients. These changes have been made 
possible in large part by digitisation, which has become 
a significant investment focus for asset managers all 
around the world. However, demographic shifts are 
also impacting recruitment in the wealth management 
sector and the types of customer services that are most 
in demand from new and existing clients. 

As such, senior wealth management leaders must 
proactively seek to modernise their wealth management 
services and deliver personalised, accessible wealth 

management services to both mass-market customers 
as well as a more premium service for high-net-worth 
individuals (HNWI), complete with investment strategies 
backed by modern analytics tools.

Wealth and asset management companies can 
successfully navigate the new generation of customers 
while also attracting and empowering outstanding 
advisors through industry-specific business intelligence 
and customer relationship management tools like 
Financial Services Cloud from Salesforce. 

With its single pane of glass for managing client 
engagements, companies can track and display 
meaningful customer connections and financial 
information while maintaining context and complete 
data compliance across all interconnected systems. 



About makepositive
makepositive (part of Sabio Group), is a dedicated, 
multi award-winning (Platinum) Salesforce consulting 
partner since 2008. The company brings deep industry 
expertise and extended experience from over 1800 
successful Salesforce projects, to help leaders in 
Financial Services accelerate time-to-value and  
future-proof their investment in Salesforce.

Let’s discuss: 
info@makepositive.com     
www.makepositive.com/
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