
Less is More: A Client-Centric 
Approach to Operational 
Efficiency in the Digital Age

Wealth managers who wish to remain competitive 
must focus on reducing costs wherever and however 
possible.1 It is especially important in light of ongoing 
fee compression, increased regulation and client 
expectations of on-demand account access. 

These challenges are putting a renewed emphasis on 
the importance of operational efficiency and digital 
business models to streamline processes for greater 
productivity and results. 

Operational efficiency is generally defined as the degree 
to which a wealth management firm can deliver quality 
services with fewer resources. The more output a firm 
realizes from a given level of input, the more efficient its 
operations. Maximizing operational efficiency leads to 
lower costs, higher margins and faster growth.2 

Technology, of course, plays a central role, an area in 
which wealth managers traditionally lag. Research 
and consulting firm Cerulli Associates found that 
most are not heavy technology adopters, focusing 
instead on core platforms that produce what it called 
more moderate outcomes. It also estimated that 40% 
of advisor-managed assets were held by “medium” 
tech adopters—practices that incorporated tech tools 
for financial planning and investment research, but 
little else.3 

“For both operational efficiency and a responsive client 
experience, firms must accelerate their digital/data 
strategies and enable technology systems,” Financial 
Advisor magazine said when analyzing a similar study. 
“Despite a strong focus on transformation in data 
and technology, only 15% of those surveyed feels very 
prepared to address digital capabilities.”

Incredibly, just 8% felt “very prepared to manage 
operational efficiency,”4 indicating that, if done right, it 
can also act as a competitive differentiator in addition 
to other benefits it provides.

Once illustrated as a linear flowchart, today operational 
efficiency involves a complex network of interconnected 
processes and procedures that can leave wealth 
managers overwhelmed and unsure of where to begin. It 
is why a client-centric approach is required.

HOLISTIC HELP
A client-centric approach creates a single view of the 
client, providing a holistic framework for managing 
information at the client relationship level across all 
assets, rather than managing individual transactions and 
accounts. Consolidation results from linking data and 
resources, which streamlines procedures for advisors 
while improving the customer’s overall experience.

More specifically, the advantages of a client-centric 
approach include: 

• Easier account opening and maintenance

•  Improving the quality of client information with links to 
multiple accounts

•  Views of all linked client accounts on a single, 
dashboard-style screen

•  Merging duplicate records, often in bulk, to avoid 
redundancy

•  Seamless, customized experiences using integrated 
digital tools

•  Automatic updates of changes to client data across all 
related accounts



ONBOARDING OPPORTUNITY
All aspects of a client-centric approach are important, 
yet few more so than the onboarding process. It is 
the first opportunity new clients have to experience 
the “wow” factor or, alternately, disappointment, 
lowered expectations, and a diminished advisor/client 
relationship if underwhelmed. 

Business Insider recently reported that 52% of wealth 
managers are concerned about losing clients due to 
their poor onboarding experience, and the “looming 
threat is driving wealth managers to smooth onboarding 
processes and broaden product suites with value-
added services.”5

A digital onboarding process streamlines and reduces 
the time to open and fund accounts while delivering 
superior client communication and service. Like the 
client-centric approach to managing the relationship 
overall, it can be customized to suit the client’s wants, 
needs and expectations.

More specifically, the advantages of digital client 
onboarding include:

•  Opening multiple accounts for a client at the  
same time

• Customizing the process to suit the client

• Reducing the time to open and fund accounts

•  Using prefilled forms and electronic signature 
capabilities to streamline the application process 

•  Eliminating the need for hardcopy documents and 
paper-based forms

• Consolidating overall workflow with full audit details

Margin and regulatory pressures mean maximizing 
operational efficiency is no longer optional. Recognizing 
and understanding available technology to streamline 
processes and lower costs is key to success for today’s 
enterprise wealth management firms. 
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