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INTRODUCTION
>>___ A volatile investment climate, increasingly demanding and independent investors, stiff competition and rapid globalization are among the many challenges financial advisors are confronting
today. Concurrent with these pressures is an ongoing revolution in financial market data and communication technology. This is a force with the potential both to weaken and, if properly harnessed,
strengthen the financial advisor’s relationship with clients while helping attract new ones.
Indeed, harnessing sophisticated and flexible new market data and decision support solutions may
hold the key for many advisors to overcome the environmental factors that are challenging them
today. Given these circumstances, today is an appropriate time for advisors to reflect on the versatility, mobility, analytical power and ease-of-use of their market data desktop solutions to help meet
their rapidly evolving needs to serve clients – and attract the rising generation of new investors.
In the pages that follow, we offer a series of observations on the evolving relationship between
financial advisor and client, focusing on opportunities to strengthen that relationship through
effective use of investment data and communication technology. ___<<

TODAY’S INVESTOR: A TOUGHER CUSTOMER?

Many younger investors – the future of every advisor’s client base – are looking at ways of doing it
on their own. They are constantly exposed to television commercials from online brokerage firms
that offer highly sophisticated analytics and trading capabilities, contributing to a belief that one
can easily manage one’s own investments successfully. This, coupled with the influence of previous
generations’ disillusionment with their own market losses in recent years, has cast doubt in the
minds of some younger investors on the capacity of advisors to do a superior job managing their
investments.
This anecdotal evidence from individual advisors is buttressed by industry research. In its most
recent survey of the wealth management industry, one large consulting firm concluded that clients
“have become much more skeptical about the merits of financial markets in general, and the
wealth management industry in particular.” 1 That skepticism may be a natural by-product of high
volatility and substantial equity market losses sustained by many investors in recent years.
Investment losses, when combined with occasional poor customer service from their advisors
during periods of peak market volatility, naturally can raise questions in clients’ minds about how
much value they are receiving. At a time when a universe of investment data is available directly to
investors, the result is a strategic challenge for the entire professional investment advisory industry.
That challenge may be greatest for advisors in the U.S. and Canada as PwC’s latest Wealth Management survey anticipates revenue growth for wealth management firms in the Americas at about six
percent, about two points below the wealth management firms in Europe and the Middle East, and
dramatically below a projected 18 percent revenue growth for Asian firms – albeit starting from a
lower revenue base. ___<<

ACCESSING INVESTMENT DATA ONLINE
>>___ The suggestion that more investors are inclined or better equipped to “do it themselves”
due to the expansion of consumer access to financial information technology is illuminated by
recent data from “Hearts & Wallets,” a research organization. 2

1 Anticipating

a new age in wealth management, Global Private Banking and Wealth Management Survey 2011;
www.pwc.com/wealth, p. 15
2 Hearts

& Wallets LLC (www.heartsandwallets.com) is a partnership between Chris J. Brown of Sway Research, and Laura
Varas of Mast Hill Consulting. The principals focus their research in retirement market trends for the financial services industry.

At a time when a
universe of investment
data is available directly
to investors, the result is
a strategic challenge for
the entire professional
investment advisory
industry.
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>>___ Broad generalizations are hazardous. Nevertheless, surveys and the observations of
seasoned financial advisors suggest that many, if not most, investors have become more willing to
question advisors’ authority while simultaneously becoming more demanding. Advisors say they are
expected to make money for their clients at all times, regardless of the market climate. And many
investors who had little interest in visiting with their advisor when equity markets were performing
well, now are regularly on the phone with their advisors demanding answers and new strategies.

As Illustration 1 indicates, during a one-year period, the proportion of investors who tuned in to
webcasts on financial topics, subscribed to investment information services, watched videos or
downloaded podcasts grew dramatically. The percentage of the 4,500 U.S. investor households
surveyed in 2011 that obtained price quotes on securities and screened mutual funds online
grew to 18 percent, from 15 percent the prior year.
Hearts & Wallets attributes the growth both to the rise and ease-of-use of smart phones and
tablets, as well as to occasional mistrust of financial advisors. Investor focus groups they conducted
suggest some of that mistrust is attributable to a lack of clarity about how the advisor and his firm
make money. While that concern will not cause all investors to make investment decisions and
execute transactions entirely on their own, it does lead many to access financial data resources to
validate what the advisor is telling them, or generate their own ideas.

Illustration 1

How Investors Are Using
Technology Today

WEALTH MANAGEMENT MARKET INSIGHT

04

Source: Hearts & Wallets LLC

But rather than consider independent sources of investment data a threat, advisors can encourage
clients to use the technology to validate their recommendations. They should be transparent and
view an informed client as a good thing and even suggest online information services and tools that
the investors can access to become informed.
Indeed, advisors can strengthen client relationships by going beyond simply encouraging clients to
pursue their own research and helping them to do so. How? By proactively sharing data, analysis and
market insights from their own sources. The easier and more economical it is, the more advisors will
do so. ___<<

A SHARED RESPONSIBILITY
>>___ It is important to recognize that many inquisitive clients have an appetite for data not
because they want to second-guess an advisor they mistrust. Many investors believe they have a
shared responsibility with their advisors for investment decisions, that they should have some level
of control in the decision-making process, and value a collaborative relationship with their advisor.
That attitude has developed in part because in recent years many clients have gained a keen
appreciation for the challenge all parties face in navigating increasingly turbulent market conditions,
advisors report. The experience of many investors over the last ten years has been one of large
gains on their portfolio, then losing those gains and ending up where they started.

Recent survey data
indicate that service
and communication
levels are now what set
advisors apart in the
eyes of self-empowered
clients today.

Such clients and their advisors seem to have come to understand the risks of a buy-and-hold strategy. Seasoned advisors state that it’s important to identify a point of entry for each investment and
to know when to take a profit. And that need places a premium on timely, user-friendly comprehensive data and accompanying analytics, accessible to advisors and, to the degree advisors desire,
to their clients as well.

Perceptions of service quality, of course, vary among clients. Often, younger, more technology-savvy
investors place a premium on the ability to receive the information they seek immediately, no
matter what the time of day. As one advisor put it: “With my younger clients, this is an aroundthe-clock relationship; they send me e-mails in the middle of the night asking about things that are
happening at that moment” in some market on the other side of the world.
Some of those clients make the request not only out of a thirst for market insights, but because
they know it exists and they know it can be provided. ___<<

SATISFYING THE DATA APPETITE
>>___ The good news for advisors is that financial data products and services that can satisfy
many of the most inquisitive and demanding clients have never been more flexible, powerful or
user-friendly. Of course, in sharing certain kinds of information, advisors need to be sensitive to
their country’s regulatory compliance requirements with regard to documenting client communications. Still, many clients, and particularly young clients coming up in the next generation, are not
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Delivering those information resources can be considered an essential component of client service.
Traditionally, investment performance has been the key differentiator for advisors. But recent survey
data indicate that service and communication levels are now what set advisors apart in the eyes of
self-empowered clients.

Advisors should
look broadly at how
technology can help
them keep client
relationships healthy.

only going to expect it, they’re going to see access to information as a given.
Certain web-hosted solutions have been designed to maximize advisors’ flexibility in this regard. For
example, if a brokerage firm wants to allow clients direct access to real-time streaming market data,
along with a view of their market holdings and the ability to trade, all of that can be accomplished
with the latest market data desktop solutions.
Advisors using such services can add value to their relationships by empowering clients with
technology so that they have the tools to do the research and be “in the know” in the decisionmaking process. It’s important that clients see that these value-added services are being facilitated
through the advisor relationship as part of the overall advisory service offering.
Investors’ (and advisors’) appetite for market insight is, to some degree, a function of market volatility. Many clients are particularly interested in analyses comparing the risk characteristics of alternative investments, advisors report. And advisors have witnessed that, given growing disillusionment
with the buy-and-hold approach, investors also seek data that indicates appropriate timing for the
purchase or sale of particular securities or asset classes. ___<<
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PUTTING DATA IN A USEFUL CONTEXT
>>___ In recent years there has been an exponential increase in data volumes and in the accompanying need to add contextual information to the data to help advisors and their clients formulate
investment strategies. Some market data desktop solutions enable users to not only display pure
market information but also add context to this data by connecting them to relevant rankings,
benchmarks, ratings and even social media sentiment.
Indeed, basic securities pricing data is readily available to investors from numerous free web-based
services, such as the popular Yahoo! and Google finance sites. This makes it even more important
for advisors to provide value-added reports that can help clients make sense of the sea of financial
data. Other, less experienced clients may not have the same appetite for such reports. However,
the investor’s level of experience may not be, in itself, a reliable indicator of the level of interaction
he or she desires with the advisor. Remaining connected to clients through ongoing, two-way
communication can be essential to maintaining those relationships, particularly at a time when some
online discount brokerages offer individual investors much of the same market data, research and
analytical tools available to advisors.
Advisors should look broadly at how technology can help them keep those client relationships
healthy, knowing that it should never replace the ability of a client to come in and sit down at that
advisor’s desk to discuss, for example, a life event with big financial implications.

Key Advisor Requirements for
Market Data Desktop Solutions
Ü

Provide anywhere, anytime access to critical market 		
information and decision support tools via desktop, 		
mobile and tablet devices to help enable efficient offsite 		
research and client service.

Ü

Deliver customizable sets of critical market information
and tools tailored to the advisor’s workflow, from high-		
level portfolio snapshots to depth of market information.

Ü

Offer components that can be seamlessly integrated into 		
an advisor’s existing workstation, providing complementary 		
data and tools to help better serve client needs.

Advisors indicate many of their clients are
interested in charts they can create and
Ü Simplify application maintenance and upgrades, helping to 		
easily share with them electronically. Some
enable advisors to focus on leveraging the latest information and tools to support their clients, and not on 		
advisors, following their client’s lead, create
software updates.
their own charts and consult with clients
when they spot an opportunity to purchase
a security at a particular price. “I told one
client about the concept of a pivot point
in a stock price. He was interested in buying Apple stock. The price had reached that point and I
was going to call him, but he called me first” because he used a charting tool to alert him to that
opportunity, one advisor reports. ___<<

THE EXPECTATION OF MOBILE ACCESS
>>___ Consistent with many clients’ around-the-clock attention to investment opportunities and
developments is the assumption that data should be accessible to them from anywhere – and that
their advisors also should be able to tap into their data resources wherever they find themselves.
With tablet-based applications, clients and advisors now can work together on one application
regardless of where they are. Consolidated data repositories, platforms and technology can allow
them to make use of the same application and share information at their convenience.
The industry seems to be approaching a cross-over point where mobile-enabled devices and
tablets could be more plentiful as a primary computing device than traditional laptop or desktop
solutions. Increasingly, investors want to perform financial tracking and transactions on those mobile devices because they prefer anywhere, anytime access.
Because some wealth management organizations have been slow to adapt to the revolution in
mobile technology, it sometimes results in consumers “being much better equipped than their
financial advisors when it comes to mobile computing and accessing financial information at any
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Naturally, we have found that an essential
requirement of this technology (whether
the data products are shared with clients
remotely or, for that matter, in an office setting) is that it produces intelligible information. In particular, modern market information solutions characterize themselves by
hiding complexity and highlighting relevant
information.

Social networking for advisors:
A work in progress
Advisors cannot ignore the social networking revolution, particularly as it relates to the rising generation of new investors
and the expectations for service and communication that
they have.
Social media can be augmented by financial data services
that can offer powerful content to enrich that mode of
communication. While some wealth management firms have
made forays into the social media space, most of the use has
been in general communication not subject to regulatory
or compliance concerns. Until the regulatory system gains a
comfort level with social media, advisors and broker/dealers
seem not to be moving beyond this general use. Compliance
tracking of information disseminated over social media could
be critical to the ultimate level of social media use by the
industry.
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time,” according to a recent study. 3 While that has
put some advisors in a difficult position, it creates an
opportunity for wealth management firms to reconfigure their relationships with clients through mobile
computing. In order for that to occur, investment
firms must bolster their commitment to mobile
computing, according to the study.
Advisors, for their part, should be prepared to adapt
their business strategies to accommodate the mobile
computing shift. Advisors need to add value to their
services by defining, implementing and controlling
strategies on behalf of their clients. Advisors should
approach clients with information on mobile access
to market data tools and services rather than being
approached themselves.

At a more basic level, advisors should be conversant with the technology itself and consider adjusting their work patterns to be comfortable conducting their business away from their offices, and
mastering communications processes that are particular to mobile devices.
The generous computing capacity of new smart phones and tablets does not constrain mobile
financial data applications. What advisors must consider, however, is screen size and whether data,
graphics and text are formatted appropriately to that screen size. In addition, advisors and the
broker/dealers that support them need to consider the flexibility of data plans, to assure they aren’t
obligated to purchase more data than they require or can afford. ___<<

GLOBALIZATION’S IMPACT
>>___ One important consideration in market data decisions – whether for mobile devices or
desktop solutions – is the level of international market coverage desired. It perhaps goes without saying that the world has been shrinking for decades, thanks to substantially lower telecommunications
costs and the growth of social networks and other new personal means of communication.
Investment market developments in one country or region can instantaneously impact markets on
the other side of the planet. The European debt crisis’ impact on U.S. equity markets is merely one
recent example. Many advisors will want and need to track market activity for a particular security
in multiple markets. For example, a German investor may need to choose between buying U.S. stock
with Euros in Europe, or with dollars via a U.S.-based account due to currency fluctuations.

3

Efficiency in Wealth Management: Mobile at the Gates, Oct. 2011, Alois Pirker, Aite Group LLC.

Many globally-oriented investors, perhaps with close personal ties to at least one other country
(for example, a nation from which they emigrated), have a natural affinity for seeking investment
opportunities beyond the boundaries of their new home country, according to advisors.
Many advisors can expect to have increasing numbers of clients whose wealth is distributed in
more than one country. Advisors may need to address such clients’ needs through access to data
and insights from those other countries. Ideally they would seek a data service that features global
multi-asset coverage, while maintaining local content expertise, as well as investment tools that can
help calculate and visualize optimal investment strategies. ___<<

THE “NEW NORMAL” FOR ADVISORS
>>___ Like it or not, globalization, volatile financial markets, ever-present competition from other
advisors and data-rich do-it-yourself online brokerage offerings add up to a “new normal” for
advisors. Advisors must work harder to satisfy clients, and in different ways. Mere access to timely
financial data – and the ability to make it available to clients – may not by itself enable advisors
to meet the challenges they face today.
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Investors seem to increasingly expect advisors to add value through their subject matter expertise
and knowledge of market cycles. The real value is not the data provided, but the ability to provide
value in the client relationship through turning data into meaningful knowledge and insight to help
develop successful investment strategies. Advisors should ensure that their market data desktop
and mobile solutions serve as a comprehensive, creative, flexible and economical partner enabling
them to go that extra mile. ___<<
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