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How You Can Boost 
Efficiency & Satisfaction    
by Adopting Digital 
Wealth Management

Panellists at the Digital Wealth Management 
Forum focussed upon the recent innovations that 
digitalisation is bringing to the banking industry. The 
digital revolution is fully underway, and banks and 
wealth advisory businesses need not only to keep up 
but also be smart in their application of technology, so 
that it pays its way, and more.

These were the topics discussed:

  What are the most important changes you have seen due to digitalisation?
  How should banks decide what’s working? What KPIs should we use?
  What does the platform of tomorrow look like?
  Do we focus on the technology without consideration of whether anyone 

wants to use it?
  What is the future role of the RM when banks get digital?
  Digital tools provided to RMs for advisory – what has been the Banks’ 

experience on the adoption and value add, and any challenges faced?
  How can we improve the culture of innovation and change?
  Is your Bank attractive enough for the new wealth creators and next 

generation of customers?
  How can you accelerate to digital private banking business models?
  Revenue margins per clients will decline in the future. Is digital a way to 
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stop revenue erosion and are Banks effective at monetising new digital services?
  Accelerating change: how can you overcome the barriers to successful transformation? Smaller boutique banks 

– how do they leverage technology?
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THE KEY TAKEAWAYS

Digitalisation both leads and supports
Although the temptation is there to focus entirely on digitalisation as the leader of change, a core focus 

for banks and advisory firms must be on the use of technology and for relationship managers (RMs) on 

forming and retaining strong personal relationships with their clients. Wealth management will also remain 

a people business, as human advisers weaponise themselves with digital solutions. 

Innovations are transforming the digital landscape
Products such as chat services and bots are serving customers in a way that fits into their ever-increasing 

desire for speed and simple functionality.

Digitalisation is a tool, not a panacea
While it is tempting to rely upon digitalisation as a total solution, it is important to see where value is being 

added, and to monetise innovations. 

Not just a front-end boost
Using digitalisation to save time, money and manpower is as important as adding revenue from the front-end.

Speeding up the back-end
While many firms have focussed upon getting an impressive digital interface up and running, the back-end 

has often been neglected, with many tasks still taking an unacceptably long time to process. This is the next 

step in gaining customer satisfaction.

Future improvements
To gain traction in the race to digitalisation, focus upon what the customer wants, use gathered data 

effectively, and maintain strong leadership in innovation.

It is alright to fail
As long as digital journey failures are analysed and learned from, they can be invaluable in opening the 

door to what works and what does not. 

https://hubbis.com/event/digital-wealth-asia-forum-2019-2019-6-20/
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A PANELLIST ASKED THE ASSEMBLED 
EXPERTS TO describe their experience 
of digitalisation and where they are on 
their particular digital journeys. “We 

continue on our digital journey towards a modern 
kind of platform which allows through API, 
through the necessary technology, connection to 
wherever and whatever we want to connect with. 
And we are focussing upon the client more than 
ever before, which means the relationship manager 
(RM) and their supporting automation is key for 
us,” a guest answered. 
      He added that ever-increasing regulation in Hong 
Kong is keeping wealth managers busy, for which 
digitalisation and greater data management and 
processing efficiency plays a huge supporting role, 
including for onboarding and suitability and so 
forth. “And we have introduced a new digital ‘chat’ 
product as that is what clients want increasingly; 
it serves to keep the lines of communication open 
and simple to use and can convey and deliver key 
instructions and information.”
      “We have been focussing upon mobile 
technology, migrating services that were 
traditionally handled via internet banking onto 
our mobile app,” another guest explained. “We 
have also been working on automating order 
management, so clients can find products and 
services and book them online autonomously 
and it is speeding up the RMs, so they can 
immediately get the price for OTC products or FX 
and book them straight through.”

URS LICHTENBERGER 
Credit Suisse Private Banking
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      “We are working on know-your-customer 
(KYC) procedures and digitalising our onboarding 
process,” this same expert added. “We also launched 
a digital portfolio suite, which allows customers to 
buy a digital portfolio with discretionary portfolio 
management (DPM) included.”

EVY THEUNIS 
DBS Bank

Source: Digital Wealth Asia Forum 2019 - Singapore

No

HAVE YOU HAD AT LEAST ONE TIME CONSUMING ANNOYING CONVERSATION WITH YOUR 
BANK SO FAR THIS YEAR?

Yes

75%

25%

 “WE ALSO LAUNCHED A DIGITAL 
PORTFOLIO SUITE, WHICH 
ALLOWS CUSTOMERS TO BUY 
A DIGITAL PORTFOLIO 
WITH DISCRETIONARY 
PORTFOLIO MANAGEMENT 
(DPM) INCLUDED.” 

Increasing engagement, increasing 
acceptance
“How are these digital advances affecting the 
customer and do they really engage?” a panellist 
quizzed. “Yes, when we first launched a digital 
private banking service in 2016, clients were 
logging on around seven times per month,” a 
guest elucidated, “whereas nowadays they log on 
15 to 17 times a month, which suggests they are 
finding more to engage with.”
      Indeed, a panellist explained that most private 
banking customers are now digitally active. “We 
have moved from only 20% plus of private banking 
being carried out as online transactions a few years 
ago to a current level of over 60%, and increasing 
all the time,” they added.

      An attendee summed up what he termed 
the zeitgeist – the spirit of the times - by saying 
“digitalisation is no longer something new and 
special, it is becoming normal and expected.” It is 
not only the innovators and front-runners that are 
integrating digitalisation into their businesses. 

https://hubbis.com/event/digital-wealth-asia-forum-2019-2019-6-20/
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Innovations must earn their keep
“What do you think the biggest challenges and 
opportunities are for the banks right now?” a 
panellist enquired.
      “Unfortunately, banks are spending a lot of 
money on digitalisation without really knowing 
how to make money from it,” a guest replied. 
“Any advance should add value. We foresee that 
subscription models rather than transaction fees 
are the way forward.”

      “At the beginning of the digitalisation process, 
we had no feel for what clients wanted, what RMs 
needed or how we could augment our business 
with digitalisation,” an expert added. “We had 
no idea what to do with all the data we were 
retrieving. As long as we keep asking questions 
and listening to the answers, we will ultimately 
add value with digitalisation.”
      One common problem for customers is that 
they can progress to a certain point using digital 
channels, then if there is a problem they must 
switch back to analogue—have a meeting in person 
or speak to someone on the phone. “We are stuck 
at this point,” lamented a guest, “where banks 
have automated almost everything but there are 
still hurdles such as KYC and error-handling that 
mean we are thrown back into the dark ages in 
banking. Why are banks not catching up to the 
front-runners?”
      The key issue in this failure-to-thrive is a lack of 
back-end functionality, argued an expert. “There 
is little point having a fully-digitalised customer-
facing virtual bank if there are 20,000 people typing 
away in the back-end. We must get rid of paper, we 
must streamline, we must shave down the time it 
takes to move through the process of onboarding. 
These are the things that really impact upon 
customer experience.”

Speeding up those onerous tasks
“We have been working with the changing 
regulations and vastly improving our onboarding 
process,” argued an attendee. “In Hong Kong you 

Source: Digital Wealth Asia Forum 2019 - Singapore

No

CAN YOU DELIVER ADVICE DIGITALLY?

Yes

69%

31%

 “ANY ADVANCE SHOULD ADD 
VALUE. WE FORESEE THAT 
SUBSCRIPTION MODELS RATHER 
THAN TRANSACTION FEES ARE 
THE WAY FORWARD.” 

      Another panellist partially agreed with this, 
seconding the subscription-based model but also 
reminding attendees that digitalisation also saves 
money by reducing man-hours and streamlining 
processes. “It is all about balance, increasing revenue 
while decreasing expenditure,” he pointed out.

One step forward, two steps back
An attendee then added that it is alright for 
innovations to fail, to have a less than 100% 
success rate. “It is the lessons we learn from 
those failures that will guide us in the future,” he 
explained. “Ask questions! Why did it fail? What 
can we do better? What did the service-users 
make of it?” 

https://hubbis.com/event/digital-wealth-asia-forum-2019-2019-6-20/


6       Digital & Technology

PANEL SUMMARY - DIGITAL WEALTH ASIA FORUM 2019 - SINGAPORE

can now apply for a credit card and get a decision 
in minutes. The retail space is way ahead of the 
private banking sector with this.” 
      An audience poll during the Forum asked 
attendees what digital meant to them. The 
number one answer was that it saved them time. 
“What digital solution have you implemented that 
saves your RMs and customers time?” an expert 
asked the panel.
      “In the past, if RMs wanted a price for a 
structured product, they would have had to call 
12 people to get that price,” a guest offered. “Now 
they press one button and get the price straight 
away. In addition, when we meet with a customer, 
we open their digital personal file and right away 
we have all their details and the latest views of 
their portfolio.”
      “Currently, our onboarding process is painful,” 
admitted a speaker. “We are working on it. We 
are, however, launching a digital trade platform 
for our Enterprise Asset Manager (EAM) partners. 
This means they no longer have to call us for 
information, instead they have it all at their 
fingertips and can trade directly,” they explained. 
      “Our best innovation is the chat channel,” an 
attendee said. “It is more effective than email at 
communicating with our customers, and has bot 
capabilities, which means a lot can be automated.”
      “Imagine a private banker comes looking for 
a job and claims they can bring in USD 5 million 

Source: Digital Wealth Asia Forum 2019 - Singapore

50%

36%

14%
Makes me more money

WHEN YOU THINK OF NEW DIGITAL TOOLS - WHAT’S MORE IMPORTANT TO YOU?

Better client experience and interaction

Saves me time

JIHYUN LEE 
Bank Julius Baer
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AUM. Should we be connecting them to a digital lie 
detector to see if that is true?” joked a delegate.
      “This raises a good point,” a guest replied. 
“An RM’s primary role is to bring in the money, 
it is about acquisition. There must still be a 
personal touch in this digital age. Digitalisation 
must enhance RMs, allowing them to form closer 
relationships with their clients.” Indeed, most 
high-end private banking still relies solely upon 
these old-style relationships, with digitalisation 
still a way off from adding much value. 

Looking towards a digital future
“But what about Millennials, those of the 
social network generation?” queried an expert. 
“Bringing in new money will present challenges, 
probably a change in relationship style,” a speaker 
responded. “We can now collect so much data on 
this new generation, this will help us to shape our 
approach to their needs.” 
      “And finally, what should we be thinking about 
that potentially will help our businesses over the 
course of the year ahead?” a delegate asked.

      In response, an expert wrapped up the 
discussion by saying that to make this digital 
transformation happen we need a fundamental 
cultural change in the banking industry. “We need 
to focus upon bringing in strong leadership and 
committing to the change,” he stated. 

SILVIO STRUEBI 
Simon-Kucher & Partners
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