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How to Improve Vital 
Touchpoints in Wealth 
Management through 
Digitalisation 
Krzysztof Maurer, Managing Director of IT solutions provider Comarch, is one 
of the leaders in spearheading the firm’s thrust into the wealth management 
and financial sectors in Asia. He took the opportunity of presenting to 
delegates at the Hubbis Thailand Wealth Management Forum, explaining how 
as clients evolve, well-thought-through digitalisation is more critical than 
ever. Improving the customer experience is not enough to stand out on the 
market, he told the audience, and stressed how employee experience is just as 
important a driver in the growth of businesses in the wealth management, or 
indeed any, sector. 

COMARCH IS A 25-YEAR PLUS, highly experienced 
provider of innovative IT solutions for many 
industries, including telecommunications, banking, 
airlines, resources and utilities. 

Here come the new generations
Maurer began by contemplating the evolution of the 
customer base in wealth management. “The Millennials and 
Generation X are increasingly important participants in wealth 
management,” he observed, “and we estimate that by the end 
of 2020 half of all the investible assets will be controlled by 
them. To address the needs of this specific group of clients, it 
is vital we understand their expectations.”
 He explained that these generations are highly focused 
on technology. “For example, two-thirds use social media to 
check the profile of their professional advisers,” he reported, 
referring to an excellent presentation that accompanied his talk 
(see link…) “HNWI millennials expect all the perks of modern 
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technology and roughly 40% of 
them remain actively looking for 
enhanced services. It is therefore 
essential that we all realise the 
importance for financial services 
providers of improving the 
customer experience through 
digitalisation. But it is also vital to 
boost the employee experience, as 
that impacts productivity, sales, 
and efficiency.”

The three elements of USX
With that he explained more of 
the customer experience from 
the user perspective. Customer 
experience, he commented, is 
the product of the interaction 
between an organisation and 
the customer and comprises 
three key components.  The 

first element encompasses 
the various touchpoints such 
as website, the mobile app or 
any kind of communication, 
including person to person. 
The second is the customer 
journey, while the third element 
is the environment, which is the 
whole digital ecosystem where 
touchpoints and the digital 
journey are interconnected. 
 “In this third category,” he noted, 
“accessibility, the advancement 
of technology, its adaptiveness, 
security and productivity all play 
important roles.”

And three focal points for 
digitalisation
He turned his attention to the 
focal points for the digitalisation 

of wealth management. “We 
can surmise that the customer 
journey in wealth management 
can be divided into three stages, 
awareness, engagement and 
transaction. He explained that 
is just as vital to have top-class 
digital solutions and interface for 
every one of these three stages, 
not only for transactions but 
right from the start, as wealthy 
millennials greatly value seamless 
communication throughout.
 “The most dynamic 
and competitive financial 
institutions in this wealth 
management space,” he stated, 
“do not ignore any part of the 
customer journey in their quest 
for digitalisation. “For example, 
a couple of years ago everyone 
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said robo-advisory would 
quickly destroy traditional 
wealth management activity, 
but there have been many 
hindrances to this, and as yet 
only 3% of HNWIs indicate that 
they require robo-advisory for 
their selection of an adviser.”

Enhanced employee 
experience also vital
He moved on to the importance 
of the employee experience 
and how it impacts their 
companies. “How many of you 
think about your employees as 
your first customers?” he asked 
rhetorically. “Nowadays, an 
estimated 90% of businesses 
compete primarily on the 
customer experience, but 
actually according to consultancy 
and research firm Gartner, 
developing the employee 
experience is just as vital.”
 He then referred to a report 
from Cognizant, which found that 
most facets of the touchpoints 
of employee experience will 
be automated in the future. 
“However,” he added, “we see 
that even well into the foreseeable 
future there will be a place for the 
regular forms of contact with a 
traditional wealth management 
approach and this should satisfy 
millennials that will still prefer 
this high-touch protocol.”

The Four Pillars of 
Digitalisation
Maurer concluded that to 
achieve the best results during 
digitalisation, firms need to 
define the optimal strategy. 
“This differs from firm to firm,” 
he remarked, “but we see 
four major pillars as essential 
foundations of the best user and 
employee experiences.”
 With that, he highlighted the 
optichannel pillar. This, he said, 

goes beyond multichannel and 
the omnichannel and involves 
communication through the 
optimal channels for each 
objective in order to be in the 
right place at the right time with 
the right delivery and interface. 
 The second pillar involves 
the automation of the activities 
of both the adviser and the 
customer. The third pillar 
revolves around personalisation 
and the understanding of and 
prediction of the users’ needs 
and preferences and then 
adjusting the systems to address 
these needs effectively. 
 And the fourth pillar is the 
automation of repetitive tasks. 

“There are so many mundane 
tasks that can and should be 
replaced during digitalisation and 
both your employees and your 
customers will thank you for 
that, as they will both have more 
time for what’s most important.”
 The result of this rigorous 
approach to user and employee 
experience, he said on closing his 
presentation, could, according 
to research from a 2017 report 
by Jacob Morgan titled The 
Employee Experience Advantage, 
result in profits as much as four 
times higher, revenues up to 
two times larger, and enhanced 
reputations for both innovation 
and satisfaction. 

Comarch has been expanding its presence in Asia in recent years 
and set up its Bangkok office in 2017. The firm has already won 
business from two of the country's leading and most prestigious 
banking groups, SCB Group and TMB Group. 

The firm's strategy in Thailand is to develop and produce its 
products from Europe and then adapt, sell, integrate and sup-
port the solutions locally. The company last year obtained Thai-
land Board of Investment certification in the area of software 
enterprises and digital content. Comarch offers its solutions 
to Thailand's financial sector from the widest angles to the full 
range of banks and financial institutions, focusing on the full 
market, from the retail through to the ultra-wealthy segments. 

Grzegorz Prosowicz, Consulting Director and Parida Leelani-
ramol, Business Development Manager in Thailand, supple-
mented Maurer's presentation with a fascinating Workshop that 
offered some further valuable insights, supported by practical 
examples and practical advice concerning the essential touch-
points in wealth management. They provided these acumens 
to the assembled audience in Bangkok with the assistance of a 
high-quality demo that brought their concepts to life.  

As Comarch Grows in Asia, Thailand has become a Central 
Focal Point  

https://hubbis.com/event/thailand-wealth-management-forum-2019-2019-5-9/#
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Comarch was established over 25 years ago and has become a highly experienced provider of innovative 
IT solutions for many industries, including telecommunications, banking, airlines, resources and utili-
ties. The company, which is headquartered in Poland and that now has a global footprint, today boasts 
6000 programmers, computer scientists and economists, its own R&D department made up of high-
end IT engineers, as well as custom data Centres in Poland and Germany for the provision of services in 
many models, including SaaS and Managed Services.

Comarch specialises in ERP business management systems, information security, CRM and sales sup-
port systems, electronic communications, network infrastructure management, IoT solutions, data 
analytics, and business intelligence. And the company offers a wide array of professional services, in-
cluding outsourcing and consulting.

The firm is actively boosting its presence in Asia in the private banking and wealth management seg-
ments. Comarch Wealth Management is an integrated, multi-module platform dedicated to retail, afflu-
ent and private banking client segments. The platform supports wealth management service providers 
and their clients in delivering in a number of key areas. 

These areas include: recurrent advisory, which involves the fully automated or hybrid investment ad-
vice; simplified advisory, which is occasional assistance with choosing investment products; execution 
only, which involves direct access to trading desks enhanced with support for order execution and all 
administrative tasks; and portfolio management, which is the traditional discretionary portfolio man-
agement of individual client assets.

"Comarch Wealth Management focuses on the relationship and cooperation between advisers and 
wealthy clients regardless of the way client investments are managed," Krzysztof Maurer, Managing 
Director of Comarch (Thailand), explained. "This might be fully automated robo-advisory with the help 
of a chatbot, or personal advisory carried out by a relationship manager. In both cases, we ensure con-
sistent user experience. Due to its optichannel approach, the platform allows to seamlessly continue 
processes through multiple channels and share information between clients and their advisers."

Maurer highlighted the key business advantages, which include: enriching and streamlining the busi-
ness; the coverage of different banking services within one integrated, modular system; catering 
to all client segments and boosting sales; the offering of individual process configurations within 
one flexible solution; increased efficiency of business processes by automation; end-to-end process 
enhancement starting from client onboarding and relationship management up to portfolio monitor-
ing and reporting; the meeting of business governance objectives, regulatory requirements and the 
standardisation of services; the enrichment of functions designed for both sides of the relationship. 

"All these elements," Maurer noted, "add up to the empowerment of employees as well as greater 
engagement with clients. In other words, we achieve richer functions designed for both sides of 
the relationship."

Global IT Solutions Provider Boosts Asian Wealth Management Penetration
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Maurer reports that the competitive edge of the Comarch Wealth Management platform stems 
from a unique combination of functions supporting the traditional, personal way of maintaining 
the bank-client relationship, as well as a digital and innovative approach towards wealth manage-
ment services and offerings. 

"Whether it is personal investment advisory or portfolio management," he commented, ""whether it is 
hybrid or fully automated robo-advisory conducted with the help of AI engines, we deliver what suits 
the client, depending on their needs, preferences and business models." 

The Comarch Wealth Management system supports several different recipients, including relationship 
managers, the end-clients, wealth managers and investment managers, or analysts who run perfor-
mance and risk calculations to assess client portfolio efficiency. 

"No matter who the final recipient is and what market we are working in,"  Maurer concluded, "our 
solutions provide consistent user experience, powerful AI mechanisms and a stunning interface, 
all designed with the latest standards and trends. Traditional channels such as web or mobile are 
complemented with innovative peripherals in the form of virtual and augmented reality as well 
as chatbots. Our more than 25 years of experience in finance helps with the creation of disruptive 
ideas originated in our internal R&D lab. And all modules are supported with world-class security 
solutions and hosted in one of our data centres."

https://hubbis.com/event/thailand-wealth-management-forum-2019-2019-5-9/#
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Human touch
It is vital to bring private banking values, and the private banking experience to the digital chan-
nel, and accordingly human touch is a key differentiator in private banking, so this principle guides 
many of the elements of the Comarch solutions.

Personalisation essential
Personalisation is vital, so the use of Big Data to select the content and adjust the offering to the 
customers is also built into the Comarch offering. However, the other relevant beneficiary in this 
digitalisation is the bank, the financial institution sponsoring the whole process, which benefits of 
course from a range of cost reductions and efficiencies, leading to additional business revenues.

User-friendliness
Focusing on the higher-end customers, ease of use, ease of communication between the customer 
and the bank/adviser are central to the Comarch app and all its solutions. Digital exchange and 
also review and signature of documents are included, as well as feedback from the customer to the 
institution about their interface, their experience and assessments of their advisers. 

The tailored approach
Customers can not only receive reports, reviews, insights and recommendations but can ask for 
further detail and data to help their decision-making. Calls with the RMs can be set up easily, or ex-
ecution/transaction can be rapidly and easily completed by the customers, who can then request 
alerts on their portfolios or individual investments.

Customer profiles and keywords
Understanding the customer and their behaviour and expectations are vital in wealth manage-
ment. Keywords help make content more targeted and relevant. Behind the whole Comarch solu-
tion, there is a risk profiling engine which helps keep the portfolio and recommendations person-
alised directly to the customers. 

Insights from Grzegorz Prosowicz on the customer experience:
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Keep your teams happy
Comarch believes that customer experience cannot be maximised without a similar commitment 
to the employee experience. Many common paths and patterns in customer experience can also 
become good practice while delivering an enhanced employee experience.

Digital enhancement
The digital solutions for wealth management delivered to end clients today are well designed, 
user friendly, fast and full of useful add-ons that make a customer's experience easier and nicer, 
and the banks and institutions should also focus as much attention on technologies that are 
dedicated to their workforce, to ensure they are also equipped with the best technologies, to 
achieve modern and efficient interface, ideally and seamlessly integrated with other team mem-
bers, as well as the customers.

Choose the right solutions
As the employees spend so much time in the banking systems, choose the technologies that put 
your employees at the centre of attention and that help them follow their journeys just as custom-
ers might follow their journeys.  

Care is a two-way flow
Creating an employee-centric environment is a demonstration of "honouring" your team members 
and translates directly to the way they then take care of your customers. 

Keep a lid on risks
Many software employees routinely using non-corporate applications downloaded from the inter-
net at the workplace, as they search for the applications to help them work better. That represents 
a huge security risk, so banks and other financial institutions must seek solutions to create the 
optimal digital workplace and technological ecosystem for employees. 

Free your teams
Productivity is also driven by automation of repetitive tasks, so that should become a priority 
for firms in this industry, which in turn will allow your human resources to be more creative and 
resourceful. Using virtual assistants can be a great enhancer for advisers to support them at work 
and delegate simple queries from clients is one such simple solution.

Keeping it all connected
The various applications that are used by employees should be integrated into one consistent 
interface, and therefore provide bankers, advisers and analysts with aggregated and most up-to-
date data, linking multiple sources and systems. Comarch does exactly that for the benefit of both 
the users and employees and therefore the organisation itself. 

Insights from Parida Leelaniramol on the employee experience:
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