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INTRODUCTION

You’ve surely heard of CRM – the central repository for storing client-contact information, 
accounts, leads, and sales opportunities, so that they’re accessible to everyone in real 
time; all to manage interactions with leads, prospects, and clients.

As businesses grow, they need a central place to store their information. 
CRM is that place.
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3Prospecting

Servicing

Onboarding

Re-engaging

Managing

> Finding prospects 
> Nurturing 
> Converting 
> Collecting data

> Internal processing 
> Compliance checks 
> Team working 
> Record keeping

> Paperless processes 
> Client data 
> Team working 
> Strict compliance

> Internal processing 
> Digitisation 
> New product  
 recommendations 
> Record keeping

> 360-degree client view 
> Storing communication 
> Daily tasks 
> Client analysis

What a difference the ‘L’ makes!

COB and EOD: Close of Business (COB) and End of Day (EOD). It’s a distinction without a 
difference, likely crafted by an acronymist who got paid by the acronym. 

CRM and CLM: Customer Relationship Management (CRM) and Client Lifecycle 
Management (CLM). It’s a distinction with a huge difference, whose value to 
wealth management cannot be overstated.

Where CRM preserves client data, CLM preserves the client. Focused on the entire 
chain of client transactions, and designed to produce easily-digestible results, Client 
Lifecycle Management is an analytical process for managing client lifecycles to encourage 
retention and maximise profitability. 

In wealth management, CLM covers the full end-to-end journey of an investor 
or institution – a lifetime journey shepherded by a Relationship Manager (RM), 
encompassing a litany of critical processes, and reliant on interactions with various 
departments across the firm.

From prospecting to onboarding to account management to servicing, and finally to 
re-engagement, CLM creates a 360-degree client lifecycle view that captures every data 
point of an investor’s journey and analyses that data to generate insights into client 
preferences at different stages of one’s relationship with the firm. 

To what ends? To identify opportunities for growing revenue, boosting operating 
efficiencies, and enforcing compliance throughout the client lifecycle.

http://
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1 | With client advocacy at an alarmingly low rate (just 39% of clients recommend their 
current wealth manager1, falling to 23% among US$10m+ clients), firms must move 
decisively to keep clients in the fold and discourage them from moving to a competitor.

Clients below US$10m Clients above US$10m

Would recommend 
thier current 
wealth manager

Would recommend 
thier current 
wealth manager

Would not recommend 
thier current 
wealth manager

Would not recommend 
thier current 
wealth manager

39% 23%

61% 77%

2 | Saddled with administrative tasks so 
consuming that they relegate client face 
time to just 20% of an RM’s time, wealth 
management is in urgent need of the kind 
of digital transformation that has revitalised 
customer experiences across other 
industries.

As clients have had other aspects of their 
lives “digitised”, so goes the expectation 
for their wealth management experience. 
Clients need information on their financial 
lives – when they want it and via the 
channel of their choice.

Today’s wealth management client 
demands a combination of facetime with 
their RM alongside a high quality digital 
experience.

From prospecting to re-engagement, 
a CLM solution installs streamlined, 
frictionless, digital processes in place of the 
unwieldly, time-consuming, error-prone 
manual processes now employed for most 
CLM tasks.

More, for the vast majority of wealth-
management firms, a CLM solution 

replaces a hodgepodge of disparate 
technologies – hybrid, disjointed processes 
– with a digital experience consistent 
across all customer facing channels and 
powered by a seamless, 360-degree view of 
each client.

3 | As investors gets younger, delivering 
a streamlined client journey has become 
the key differentiator in the hotly 
competitive wealth-management market. 
Still, the capacity to offer fast, frictionless 
onboarding, and beyond, eludes most 
firms.

Burdened by frequent requests for 
more information, especially from young 
investors, entrenched manual processes 
tied to disjointed legacy systems create 
maddening inefficiencies that mar the 
client experience.

By enabling fast, frictionless processes 
designed to anticipate client preferences, 
a CLM solution is wealth management’s 
answer to cultivating the newest 
generation of investors.

1PwC Strategy and Global Wealth Management Survey, 2016

www.wealth-dynamix.com
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Private banks, wealth managers, and asset managers who support clients with rapidly 
evolving needs.

They face mounting regulatory pressures and are saddled with siloed legacy systems. 
And they are typically inundated with client requests for more information, which strain 
their manual operating environments and erode the client experience.

As private banking shifts from a business driven by supply to one driven by demand, 
its product-sales approach is giving way to relationship management that treats client 
wealth holistically – end-to-end.

Ultimately, its clients who benefit: from frictionless journeys across the wealth-
management continuum; from the ability to self-serve through multiple digital channels; 
and from a “capture-once-use-many” approach to data that makes forward planning 
by RMs more accurate and efficient, which means clients are less burdened with 
cumbersome forms and administration.

Clients benefit from a new breed of relationship manager, equipped by a CLM solution 
to see the investor’s whole financial picture from current life stage to imminent needs to 
future goals (and their attendant administrative requirements), and to ensure continuous 
lifecycle compliance. 

CLM-equipped, this breed of RM treats client interactions as part art, part science. The art: 
a uniquely personalised experience. The science: digital interactions delivered at the right 
time; via the right channel; informed by a single, integrated view of client information; and 
rich in insights and next-best suggestions. 

A fully integrated CLM solution enables

Private Banks

An appreciably stronger 
client experience

Wealth Managers

Faster time 
to revenue

Asset Managers

Increased 
operational efficiency

Client

Enhanced 
regulatory protection

www.wealth-dynamix.com


WHAT ARE THE BENEFITS 
OF A CLM SOLUTION?

1 | INITIAL ENGAGEMENT 

2 | ONBOARDING 

4

End-to-end client lifecycle management 
starts with engagement: opportunity 
creation and prospect management. Ask 
the typical wealth management firm how 
it initiates this work, and you are likely hear 
this refrain: “we use data.” 

But pose the same question to a wealth 
manager equipped with a CLM solution, 
and you will typically hear, “we use a data 
infrastructure.” 

Prospecting through a CLM solution 
begins with an intelligent infrastructure 
that uses data from relevant long-
standing clients, and new ones, to shape 
systematic communication designed to 
convert prospects into clients. From there, 
an intelligent matching system enables 

prospects to be matched to internal 
advisors through digital or intermediary 
channels, thus enhancing conversion rates. 

Enabled by a CLM solution, an integrated 
dashboard coordinates all prospect 
nurturing and product marketing 
campaigns in one place. Prospect 
interaction across the firm is managed 
from a centralised, integrated location. 

“Tags” on prospects are created to identify 
their interests, hobbies, preferences, and 
more. Rules are built governing marketing-
campaign workflows. Relevant, actionable 
content is distributed automatically 
through email, messaging platforms, 
and follow up tasks for RMs.

As Know-Your-Client (KYC) and Anti-Money-
Laundering (AML) procedures have grown 
more complex, the time and investment 
required to onboard even a single client 
have surged. A recent report2 on Hong 
Kong’s private wealth management 
industry, for example, showed that 95% 
of managers identified KYC and AML as 
a leading area for resource and budget 
allocation, and that from 2016 to 2018 the 
average onboarding time jumped from 30 
to 40 days. 

While the precise costs associated with 
onboarding can vary widely depending 
on the size of the institution and the 
jurisdiction, research and advisory firm 

Aite Group3 estimates wealth managers’ 
global spending on client onboarding will 
exceed US$400 million by 2020, compared 
to around US$290 million in 2015.

2015

An annual growth 
of 7% per year

US$290 
MILLION

US$400 
MILLION

2016 2017 2018 2019 2020

2PwC Strategy and Global Wealth Management Survey 2016

3Aite Group Client Onboarding in Wealth 
 Management Vendor Review, 2016

www.wealth-dynamix.com
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Workflows don’t stop when a client signs on the dotted line; on the contrary, maintaining 
accounts involves a multitude of tasks. Managing so much client information entails many 
moving parts, and most firms struggle to support all of them comprehensively.

A CLM solution lightens this work by providing tailored and actionable client insight 
on communications, client sentiment, and activities. It allows RMs to manage complex 
relationships from a single location, and provides them and their support teams with a 
360-degree view of all clients, contacts, accounts and households. 

It makes it easier for firms to stay competitive and remain compliant by monitoring 
activities, demonstrating suitability, and providing evidence to the regulators.

A CLM solutions unified approach to client and RM input strengthens visibility of 
integrated actions, ultimately enabling RMs to spend more time on value-added activities.

Equipping RMs to view data in various ways – among them, a holistic 360-degree 
dashboard view of clients and family groups for multi-relationship modelling – allows 
users to view all relationships, products, communications, and upcoming activities. 

Likewise, all recorded client data – like KYC, suitability information, and client 
documentation – is stored in one place.

The flipside of this grim picture is that any improvements to the onboarding process can 
have massive impacts in terms of reducing costs and creating new income opportunities. 

With a CLM solution, automated client onboarding enables parallel workflow that is pre-
defined, fully tracked, and audited across departments working congruently. 

The purpose: to deliver full visibility of the client-onboarding process across the front, 
middle and back office – a capability that drives efficiency, cuts costs, and contributes to 
a much-improved client experience. 

A CLM solution transforms the client-onboarding experience by placing the client at the 
forefront of the process, minimising the firm’s effort, and streamlining the orchestration 
and regulatory processes.

A single, integrated view of client 
information across multiple 
business lines

Integrated product selection, 
document generation and 
sharing with clients

Actionable AI-powered insights 
and next-best suggestions to 
guide RMs

Advanced, innovative client servicing  
for dynamic routing, approvals, and  
workload management

1

3 4

2
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By moving internal departments away from manual processes to automated ones, 
enabling clients to access on-demand data via the channel of their choice, and cutting 
the risk on non-compliance through automated processes with built-in regulatory 
standards, a CLM solution contributes mightily to a wealth-management’s digital 
transformation.

A CLM solution acts as an orchestrating layer for seamless transfer of data across systems 
and departments; a layer that can be tightly integrated into an enterprise IT architecture.

But what really underpins CLM is an ongoing commitment to advance the technology 
that fuels wealth management’s journey of digital transformation, and the client’s journey 
of digital engagement.

Relationship managers are under tremendous cost, time, and regulatory pressures. 

They are being let down by existing technology solutions that are poorly integrated and 
too reliant on legacy platforms and internal IT teams struggling to keep up with change. 

This creates siloed user journeys which can impair the customer experience and results 
in key staff spending too long managing important regulatory and client-data processes 
manually on outdated systems, rather than finding new clients and managing existing 
ones better.

The ultimate goal of a CLM solution is to take the heavy lifting out of client lifecycle 
management processes. While some wealth managers may begin tackling the entire 
CLM process from the outset, some may want to address one element at a time.

A best practice CLM platform will offer a range of modules that can be rolled out, as 
and when needed, are scalable and in line with a firms digital transformation roadmap. 
It will also be able to integrate to existing technology solutions used along the client 
lifecycle, thus bringing solutions together in to one integrated platform. For example, a 
wealth manager may want to digitise onboarding first, or focus on initial engagement by 
creating more effective marketing campaigns and integrating feedback from relationship 
managers into messaging and delivery.

Although true CLM will only be achieved when each part of the process is automated 
and connected.

www.wealth-dynamix.com


THE SOLUTION
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A CLM solution is key to minimising operational overheads and empowering staff to 
create additional value.

Digital engagement is the key; giving clients the wherewithal to self-service remotely and 
providing firms artificial intelligence – explainable AI –to help them better engage their 
clients and prospects at the right time and with the right content.
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Wealth Dynamix provides market leading Client Lifecycle Management (CLM) solutions to the 
world’s top private banks, wealth and asset management firms.

Our multi-award-winning, fully integrated, end-to-end digital CLM solution, WDX1, addresses the 
complex requirements of client acquisition, client engagement, digital onboarding, regulatory 
compliance, relationship management, and ongoing client servicing. 

We have offices and clients in three continents, award-winning implementations, stand-out 
technology, unrivalled functionality and world-class support services.

Trust Wealth Dynamix to help you manage client servicing more effectively.

ABOUT US

CONTACT US
SOME OF OUR CLIENTS

SOME OF OUR LATEST AWARD WINS

Founded 2012

Privately owned

Headquartered in 
London, UK

Offices in New York, Zurich,  
Geneva and Singapore

125+ staff with decades 
of experience in 
wealth management

Interested in learning more about Client Lifecycle Management?

2018 -  71st Fastest Growing Companies across Europe 
  and 5th fastest in Fintech industry, Financial Times

2019 -  Best CRM System, WealthBriefing European Awards

2019 -  Best Technology Provider- Front Office’, WealthAdvisor

2019 -  Best CRM System and Best Change Management  
  Process/Implementation of a Technology Solution,  
  WealthBriefing Asia Awards

2020 - Best CLM Solution, Asian Private Banker

2020 - Most Influential Financial Technology Company of 2020,  
  The Financial Technologist

mailto:connect%40wealth-dynamix.com?subject=Learn%20more%20about%20Client%20Lifecycle%20Management
mailto:connect%40wealth-dynamix.com?subject=Learn%20more%20about%20Client%20Lifecycle%20Management
http://
https://twitter.com/Wealth_Dynamix
http://www.wealth-dynamix.com
https://www.linkedin.com/company/wealth-dynamix
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