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In this environment, when new regulations require 
changes in systems, processes or technology, the 
expenditure is not discretionary.  The fact that regulatory 
expenditure is not in the budget is not a defence.  This 
expenditure will still need to be authorised.

In respect of UK regulation the key challenge is RDR and 
capital requirements.  RDR will require new processes and 
training to be implemented in respect of client advice.  The 
move from commission-based fees to advisory fees will 
require not only education but new functionality within 
the system.  This change will require technology spending.  
Many participants expressed concern that they were 
unclear on how much budget they should allocate to this 
change.  This challenge is a result of the lack of clarity on 
how much work is required to change the business model 
and the supporting operations and systems functionality.

Sapient view
The Wealth Management firms are making strategic 
moves away from manual processes and replacing these 
with improved technology.  To achieve this they recognise 
the need to change their staffing and skills mix and see a 
clear trend of reduction in operations headcount but an 
increase in technology headcount.  This trend supports 
the statement that the Wealth Management firms, who 
can achieve better focus and prioritisation on the key 
areas of operations and technology, will create greater 
business value.  However, Wealth Management firms 

must take great care in implementing these technologies 
and people changes and in upgrading skills in key areas 
such as project management, where often these types of 
projects suffer from both overruns and overspending.  
This issue will be especially acute in the near future as 
Wealth Management technology resources are likely to be 
scarce due to over-demand and this further increases the 
cost of the resources and hence the projects.  One solution 
to the industry would be for vendors to develop enhanced 
software packages, which can perform back office 
functionality for Wealth Management firms.  However, 
in order to make this happen, some Wealth Management 
firms will need to change their perspective on the value of 
having a proprietary back office system.  This is a mindset 
change and they can learn from the example of other 
financial services sectors.  For example in derivatives, 
back office operations are now considered a commodity 
and therefore not a major business differentiator.  Hence 
in the derivatives trading arena, technology is now 
sourced by industry initiatives and standards, leaving 
banks to focus spend on the technology in the front end 
that provides the differentiator.

In respect of client facing and non-client facing issues, 
Wealth Management firms must prioritise where they will 
get the most impact from their investments.  Some areas, 
such as client paper statements, are difficult to address 
because of regulation, however areas such as MIS are 
under the control of the Wealth Manager and will make a 
tangible difference to profitability if implemented properly.

Non-client facing

Figure 13: 
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9. Key issues and actions

Our analysis of the survey identifies a number of pressures 
and challenges for all Wealth Management firms and the 
need for them to develop a more responsive operations 
and technology infrastructure.   Recently, many Wealth 
Management firms have lost their status as trusted 
advisor and part of rebuilding that client trust is to provide 
reliable, relevant, timely and client centric information.  
“Scalable and adaptable” infrastructure must support 
these needs and firms must respond.  Sapient recommends 
that to deliver greater business value in operations and 
technology, COO’s should review their key operation 
and technology projects.  Our analysis identifies three 
areas that require focus: these are strategic analysis, cost 
reduction and improved service offering.

Strategic analysis

Objective: Understand where you are in the five-stage 
infrastructure evolution process.

Action: Perform a current state review to assess where 
you are in the current state.  

Issue / Rationale: Participants in the survey 
overestimated where they were on the technology 
evolutionary process.  Unless Wealth Management firms 
understand where they are, a world-class operations and 
technology strategy will be difficult to implement.

Objective: Ensure the COO is included in regulatory 
requirements working groups. 

Action: Set up a regulatory working group which has 
Board support.

Issue / Rationale: Regulatory reporting will become 
more onerous and failure to comply will have a major effect 
on a Wealth Management firm’s ability to deliver against 
its strategy.  The working group must contain the COO, 
business heads, operational heads and technology heads.  
This group must be responsible in ensuring there is strong 
project management and that the infrastructure required 
is built to meet the regulatory reporting requirements. 

Cost reduction

Objective: Achieve a decrease in operational running 
costs. 

Action: Identify non-core processes, which can be 
standardised and centralised and moved to low cost 
jurisdictions for outsourcing or off-shoring.

Issue / Rationale: Wealth Management firm’s 
operational costs can be excessively high, due to location 
of resources and functions.  Identification of processes 
and functions that can be moved off-shore or outsourced 
will reduce running costs.

Objective: Achieve a decrease in operational running 
costs.

Action: Analysis of data feeds and vendor relationships 
to develop a plan for cost savings.

Issue / Rationale: Many Wealth Management firms 
have numerous vendors and data providers supplying 
their business.  Consolidating vendors by developing 
strategic partnerships could result in cost savings.  
Similarly, considering the number of data providers and 
reviewing contract terms could also reduce costs.

Improving service delivery

Objective: Reduction of manual errors and improving 
client reporting. 

Action: Understand where operational errors are 
occurring and develop strategic technology solutions to 
address those errors.

Issue / Rationale: The infrastructure supporting 
the front office has not kept pace with the functionality 
required to support client delivery.  This results in 
operational errors.  Since the credit crunch, clients 
have seen portfolios decrease in value, and hence are 
challenging their Wealth Manager to improve their 
service.  Wealth Management firms must improve their 

Deliver greater business value from operations and technology for 2010 and beyond.
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service levels by implementing operational best-practice 
and investing in technology, which can better adapt to 
the business flows.  Investment in better integrated and 
aligned technology will result in reduced errors and 
the ability for the Wealth Management firm to adapt to 
change.  The result will be new clients and less attrition of 
clients to competitors.

Objective: Reduction of manual errors and improving 
client reporting. 

Action: Review technology architecture to ensure asset 
classes share a common platform and are not silo-based.

Issue / Rationale: Technology platforms are silo’d by 
asset classes and do not share a common platform.  One 
key result of this is that customer reporting is collated 
manually across multiple systems.  By providing one 
common platform, consolidated reporting of a client’s 
portfolio will be automated, resulting in improved 
customer reporting and less operational risk.  This 
improved service will help to regain trusted advisor 
status, and build client confidence through the use of 
better correspondence and information.

Objective: Align the operations and technology 
environment with business strategy.

Action: Develop an operations and technology strategic 
roadmap.

Issue / Rationale: Too often Wealth Management firms 
do not offer the functionality at the front end which the 
customer requires.  It is important that the Relationship 
Managers understand their client needs and feed this 
requirement into the operations and technology strategy 
if the Relationship Manager is to truly meet the needs 
of his/her clients.  A clear plan of the target  operations 
and technology environment will ensure a roadmap is 
developed, which is aligned with the business strategy.  
This process will ensure Wealth Management firms have 
the right deliverable for best service and execution.

Objective: Achieve a single source reference database.

Action:  Implement one reference database for client 
information.

Issue / Rationale: There is often inconsistent client 
information, as data is spread across multiple systems.  
This structure often results in errors in customer 
reporting.  A centralised view of this information will 
provide a consistent organisational view of the data, make 
this information accessible and reduce operational errors 
to clients.  Ultimately this architecture will ensure that 
the presentation for more interactive client delivery can 
be implemented with a provision of a single data point. 
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10. About Sapient’s Wealth Management TEAM

Sapient’s Wealth Management team provides advisory, 
operational support and technology solutions to our 
clients.  Our model is to have industry practitioners 
supported by our core operations and technology 
teams, to ensure we can provide innovative solutions 
to our clients’ issues.  We focus on developing industry 
benchmarks and are committed to working with clients in 
their environment, with further industry-trained experts 
off-shore for global support.

Sapient holds a 15-year track record of servicing leading 
clients at all the major investment banks, and with five of 
the top ten asset, Wealth Management, hedge funds and 
market intermediaries.

Bruce Weatherill
Bruce is a Wealth Management consultant with Financial 
Services Industry experience gained from over 33 years 
with PricewaterhouseCoopers, where he was a Financial 
Services Partner for 20 years.  At PwC he was Global 
Leader of the PwC Private Banking / Wealth Management 
Practice.  Currently Bruce provides consulting services 
to Boards and Senior Executives of Wealth Management 
firms. 

Ian Woodhouse
Ian has over 20 years’ deep experience of consulting and 
advising the Wealth Management industry on analysis, 
design and implementation of strategic, operational and 
systems performance improvement initiatives.  Ian’s 
experience includes working for consultancies, PwC, 
IBM and Ernst & Young where he also led their Wealth 
Management industry insight and benchmarking surveys. 

Jonathan Davies
Jonathan is Vice President within Sapient’s Global Markets 
team and has been involved with Wealth Management for 
over 15 years.  Five years ago, he set up DCG limited which 
was acquired by Sapient Global Markets in 2008.  With 
a workforce of over 300 people, DCG supplied trained 

resources to buy side firms and investment banks, to help 
perform reconciliations and resource augmentation in 
operations.

Sean Smillie
Sean is a Director of Business Consulting within Sapient’s 
Global Markets team.  He has over 20 years’ experience 
delivering business-focused technical solutions to the 
financial services sector, providing front office solutions 
for investment management, Wealth Management and 
hedge fund firms.

Christopher Percy
Christopher is a Business Analyst working within the 
Wealth Management delivery team providing Sapient’s 
capabilities in operational and technology support to 
implement tactical and strategic solutions in Private Banks 
and Wealth Management firms.  He also has experience 
of working with several leading investment banks on 
operating system change and trade data integration.  
Christopher was instrumental in compiling and running 
the first Sapient Wealth Management operations and 
technology systems survey.

Elizabeth Harper
Elizabeth is a Business Analyst working within the 
Wealth Management delivery team and has experience 
of working within the buy-side and sell-side of a number 
of firms specifically regarding operational and back office 
processes.  Elizabeth has collaborated in the analysis 
and preparation of the first Sapient Wealth Management 
operations and technology systems survey.

Alex Sion 
Alex is a Vice President based in New York City, where 
he leads Digital Strategy for the Financial Services sector.  
He has over ten years’ experience in digital strategy for 
financial services firms as a management consultant and 
as an executive for a leading Wealth Management firm.
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Kevin Masso 
Kevin is a Director within the Trading and Risk 
Management team at Sapient.  His career encompasses 
over 15 years’ experience in all phases of the application 
development life cycle. He has a history of driving process 
improvements in a wide range of financial services 
firms and has worked with clients in the institutional, 
mutual fund, banking, hedge fund, Wealth Management, 
insurance, and pension industries.  He possesses deep 
understanding of the full buy-side trading life cycle. 

Obtaining further perspectives and support
The Sapient Wealth Management team is comprised 
of experienced industry consultants ready to help the 
Wealth Management firms achieve more business value, 
from their operations and technology investments.  Our 
consultants are supported by industry best practice 
benchmarks and insights such as this survey. 

For more information on the survey, our benchmarks 
or to explore how we can help your organisation, 
please contact Jonathan Davies jd@sapient.com  or	
Sean Smillie ssmillie@sapient.com.
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ABOUT SAPIENT GLOBAL MARKETS
Sapient Global Markets, a division of Sapient, is a premium provider of services to leaders in today’s financial and commodity markets. 
We provide a full range of capabilities to help our clients grow and enhance their businesses, create robust and transparent infrastructure, 
manage operating costs, and foster innovation throughout their organisations. To meet these challenges, we maintain major practices in 
Advisory Services, Analytics, Technology, and Process Solutions, as well as unique methodologies in programme management, technology 
development, and process outsourcing. Sapient Global Markets has over 2,000 professionals in key financial and commodity centres 
worldwide, including Amsterdam, Boston, Calgary, Chicago, Dusseldorf, Geneva, Houston, London, Munich, New York, Singapore, 
and Toronto. We also operate large technology development and operations outsourcing centres in Bangalore, Delhi, and Noida, India. 

For more information, visit www.sapientglobalmarkets.com or sapient.com/trm.  Contact us at trminfo@sapient.com.
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