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Adapting to a 
di� erent world
The wealth management industry has had to rapidly 
evolve as customers demand the latest digital solutions. 
The challenges this presents must be overcome if fi rms 
want to future-proof their businesses

AS DIGITAL 
TECHNOLOGIES GROW 
IN IMPORTANCE, FIRMS 
MAY NEGLECT TO 
RECOGNISE THE UNIQUE 
ROLE PLAYED BY THEIR 
STAFF. THIS WOULD 
BE A HUGE MISTAKE
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Like every other industry that has been dis-
rupted by digital transformation, the wealth 
management sector is facing many challenges. 
Customers expect to receive exactly what they 
want almost as soon as they ask for it, and this 
is refl ected in their everyday interactions with 
businesses. Consumer habits are changing, and 
digital banking is now taken for granted. 

The wealth management sector was fi rst 
developed in the early 1900s to distinguish 
services that were particularly relevant to high-
net-worth (HNW) and ultra-high-net-worth 
(UHNW) investors from mass-market offer-
ings. Wealth management has since spread 
throughout the fi nancial services industry to 
become part of many banks’ essential services. 

During the global f inancial crisis of 
2008, which transformed the dynamics of 
the wealth management industry, it became 
clear that wealth management players had 
much to learn. In particular, they needed to 
become more aware of how to manage their 
own wealth. Then came the coronavirus pan-
demic of 2020, which has forced many ser-
vices online. Although banks are ahead of the 
curve in terms of adopting digital processes 
compared with other industries, their wealth 
management and private banking services 
have still heavily relied on face-to-face meet-
ings to guide clients through their portfolios. 
Now, they have been forced to rethink this ap-
proach. Historically, markets have recovered 
in the aftermath of epidemics, but we have to 
wait and see how the wealth management in-
dustry will get through this one.

Survival of the fi ttest
With or without the current global pandem-
ic, wealth managers would be facing many 
challenges this year. Primary among these 

are regulatory changes, which involve new 
compliance requirements. These are always 
in a state of f lux, meaning organisations 
must constantly be aware of developments 
in order to be sure they continue to operate 
within the regulations. 

Another danger facing businesses is the 
worry that they will lose the human connec-
tion with their customers. As digital technolo-
gies grow in importance, fi rms may neglect to 
recognise the unique role played by their staff. 
This would be a huge mistake, as employees 
remain the most important asset to businesses, 
even in a digital-fi rst industry. 

On that point, digital technologies will 
create many diffi culties along with the ben-
efi ts they deliver. The cost, pace of change and 
logistical challenges of moving from legacy 
architecture to more innovative solutions are 
all complicated issues that must be worked 
through. Organisations may decide that a 
shift towards cloud computing will help them 
deliver the wealth management services their 
customers require without resulting in signifi -
cant increases in expenditure. 

If businesses revamp their digital solu-
tions, the desire to gain better access to 

customer data is likely to be one of the main 
motivators. Data-driven decision-making is 
revolutionising the wealth management in-
dustry in a multitude of ways, including pro-
cess automation, customer interaction and 
risk management. Wealth management fi rms 
should note, however, that the use of data is 
a double-edged sword: while it will allow 
them to deliver more effi cient products and 
services, it will also create additional risk. Ac-
cording to the 2020 Allianz Risk Barometer, 
cyber incidents rank as the biggest threat to 
businesses this year (see Fig 1). Extra security 
requirements will need to be implemented to 
ensure this data remains protected. 

Currently, it appears that not all wealth 
managers are taking the threat of data loss and 

privacy breaches seriously. GlobalData reports 
that, while 92 percent of mid-sized fi rms and 
78 percent of small businesses cite cybersecu-
rity as a priority, this fi gure falls to 60 percent 
for wealth management fi rms. Stepping away 
from operational silos is one way firms can 
mitigate cyber risks, but cultural changes will 
also prove important. Keeping data secure is 
not purely a technical challenge; it is also a hu-
man one. Staff may need retraining or addi-
tional support to ensure they are aware of new 
security protocols that have been put in place. 

While digital changes occurring in the 
wealth management space are profound, 
they can be adopted without causing undue 
disruption. Many wealth managers are al-
ready in the process of digitally transform-
ing their businesses. Now, working remotely 
and using digital tools is increasingly looking 
like the new normal. 

Managing change
At ICS Financial Systems (ICSFS), we have 
helped our banking and fi nancial customers 
make their own digital transition through 
a number of initiatives. Firstly, we have em-
braced open banking, delivering open solutions 
through application programming interface 
(API) architecture. We have also been quick to 
adopt cloud-based solutions, benefi tting from 
the reliability and scalability they deliver. 

We have focused on utilising data and cus-
tomer analytics across more of our operations, 
improving our effi ciency across the full cycle of 
wealth management. Delivering extra touch-
points to reach more customers is also vital. 
Therefore, we have promoted an omnichannel 

experience through 
the unifi cation of all 
our digital systems. 
Collectively, our ef-
forts have allowed 
us to prov ide an 
enriched customer 
experience, while 
increasing consumer 
confidence, engage-
ment and loyalty.

We are aware that 
the implementation 
of new technologies 
is often hindered or 
blocked completely by 
new regulations, so we have adopted a number 
of regulatory technology solutions to ensure that 
we monitor our processes in real time, identify 
any potential issues and maintain compliance.

Despite the huge strides we have made in 
the digital space, we understand that there is 
more work to be done. We remain committed 
to delivering dynamic products that can be 
adapted to new business trends and future-
proofing all our digital banking products. 
Continuous technological advancement, with 
the aim of delivering a lower total cost of own-
ership, remains our ambition.

According to a survey by Thomson Reuters 
and Forbes, 68 percent of wealth managers 
say learning about and keeping up with new 
technology is the greatest challenge they face. 
Wealth managers and fi nancial institutions 
must re-engineer the way they do business to 
face growing challenges brought up by endless 
disruptive innovation. 

Know the market
Wealth managers should differentiate be-
tween the investment needs of each gen-
eration. Millennials are more confi dent with 
digital solutions than the generations that 
preceded them, but Generation Z is the fi rst 
truly digitally native cohort. Additionally, 
while younger generations have been drivers 
of sustainable investment in recent years, the 
trend is growing across all age groups. 

Wealth managers and private banks must 
offer a holistic wealth management solution 
with comprehensive touchpoints and om-
nichannel capabilities. This will allow them to 
leverage data and acquire the desired informa-
tion in order to create differentiated value for 
customers. This is what ICSFS offers through 
its ICS BANKS Wealth Management software 
solution. ICS BANKS Wealth Management 
enables financial institutions to serve their 
customers by using the latest technology to 
provide essential products and touchpoints. 
ICS BANKS Wealth Management supports 
anti-money-laundering initiatives, the Foreign 
Account Tax Compliance Act and the Common 
Reporting Standard, while its API connects to 
local and regional authorities for further regu-
latory and compliance processing.

ICS BANKS Wealth Management is used 
for rendering personal banking services and 
supporting various processes through its de-
ployment of the latest technologies and touch-
points, such as cloud technology, data aggre-
gation, data analytics, open banking, open 
APIs and artifi cial intelligence. In addition, 
the platform makes use of machine learning, 
smart processes, chatbots, smart customer 
engagement, robotics, smart contracts, card-
less payments, digital customer onboarding, 
wearable banking and the Internet of Things.  

ICS BANKS Wealth Management also 
offers best-in-class functionality and a host 
of features to cover customers’ current and 
future wealth management needs. The uti-
lisation of artifi cial intelligence and robotics 
within ICS BANKS Wealth Management en-
ables any fi nancial institution to boost process 
effi ciency and accuracy, both in its internal 
processes and customer interactions.

As a long-standing player in the banking 
technology industry, the ICS BANKS Wealth 
Management platform from ICSFS is de-
signed to meet customers’ expectations, in-
crease public confi dence in fi nancial services 
and enable businesses to better understand 
the services their customers want. Ultimately, 
this will increase the competitive advantage 
of fi nancial institutions by reducing the time 
to market for new products. ■
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