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The paperless office has long been 

viewed as the gold standard of 

the modern workplace, yet most 

organizations still find themselves tied to 

paper-driven operations. However, with 

the recent adoption of mobile, cloud, 

and social media in enterprise settings; 

the pressure for businesses to make 

their paper-intensive processes digital 

has increased significantly. Despite 

the demand to modernize, wealth 

management firms have lagged behind 

other financial services organizations to 

improve operational efficiency due to its 

over-reliance on complex, paper-based 

legacy systems. 

We now live in a thumb-driven world and 

clients have grown to expect  

consumer-like convenience for both 

personal and business interactions. 

Digital preferences don’t stop short with 

the millennium investor: baby boomers 

are doing everything from buying 

concert tickets to setting up automatic 

withdrawals for their gas bill using their 

smartphones. As a result, when clients 

look to open a new account or to work 

with a new advisor, and are presented 

a paper onboarding experience they 

wonder, “Why is my wealth management 

firm so out of date?”
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WHAT’S IT 
WORTH?

Firms can be hesitant to start a client experience initiative because of 

a common misconception that improving client experience is costly 

and time-consuming. There are many views about what it means 

to provide an excellent customer experience, but research shows 

that customers are most satisfied when they get what they 

expect. So, the question you should be asking is, “what do my 

clients expect ?”

The digital bar for wealth managers is rising. As client demands 

continue to be influenced by their experiences with  

non-financial service companies , the need for wealth 

management firms to offer more consumer-like 

convenience is paramount. Capabilities that were 

once thought of as “nice to have” are now table 

stakes. Clients expect to interact with advisors 

from their home, open accounts quickly using 

their smartphones and for their account 

information to be accurate and up to date. 

As more wealth management firms adopt 

solutions to offer digital services to 

their clients, it will become 

increasingly difficult to keep 

up and remain competitive.
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CLIENTS’ TOP FACTORS FOR 

CLIENT SERVICE EXPERIENCE1

Same-day response to questions/calls

Other

Quality and frequency of interaction 
with advisor

Efficient, intuitive processes

Accurate account information

Digital channel and self-service 
capabilities

DOLLARS 
& SENSE
WORD OF MOUTH

Good news travels fast. New clients who 

have an “excellent” first impression with 

their firm are twice as likely to recommend 

them, compared to clients who have a “fair” 

or “good” experience2. A strong reputation 

has a significant impact on attracting 

new clients. 

ASSETS UNDER MANAGEMENT

The average growth in investable client 

assets is three times more over the first 

six months than over the next two and a 

half years3. Delivering an exceptional client 

experience during the onboarding phase 

is critical for maximizing the AUM from a 

new client. 

1. Could your clients’ needs be your competitive advantage?,  EY (2016)

2. CEB 2011 High-Net-Worth Client Experience Survey

3. CEB Wealth Management Leadership Council- 5. Delivering a Seamless Client Onboarding Experience

4. The 2016 FA Insight Study of Advisory Firms: Growth by Design.

WEALTH FIRMS FOCUSED 
ON EFFICIENCY AND 
CLIENT EXPERIENCE…

2X
Faster revenue growth

9-19%
greater revenue per employee

40-50%
more owner income per 

dollar or revenue
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While hard-working advisors or customer service representatives may spare your 

clients the majority of manual paperwork, the underlying problem remains the 

same: the clients’ digital experience can’t rise above the level of administrative 

operations. Even if the client doesn’t see it, paper-based processes cause 

massive bottlenecks that negatively affect the overall client experience.

NAVIGATING 
PAPER JUNGLE

YOUR
THE CONSEQUENCES 
OF PAPER BASED 
ONBOARDING AND NEW 
ACCOUNTING OPENING. 
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1
WHERE
TO START
According to Chuck Thomas, Director of Banking and Investment 

Services Research at Gartner, “Onboarding is the first step in the client’s 

relationship with the wealth management firm,” and the first opportunity 

to provide exceptional client experience. 

Wealth firms that focus on an onboarding initiative can enhance the 

quality of the client experience while concurrently improving their 

efficiency. A digitally optimized onboarding experience ensures the right 

forms, data, and documents are provided to clients every time, reducing 

Not In Good Order (NIGO) rates and getting accounts opened faster. 

FORGET ABOUT FORMS

Financial Advisor or Customer Service Representative 

enters client information into a dynamic landing page on a 

tablet or laptop.

ELIMINATE ERRORS

Landing pages are configured with third-party data 

validation, users are immediately alerted to any potential 

errors as they enter their information.

REMOVE DATA RE-ENTRY

Information from the landing pages and your CRM 

system automatically populates custodial and proprietary 

forms with client information, eliminating the need to 

re-key data.

DIGITAL SIGNATURE BUILT-IN

Pre-populated account forms are emailed to clients to 

review and sign using their mobile device. Our proprietary 

signature means your clients will never be asked to 

validate their identity through personal questions. 

BACK OFFICE ORGANIZATION 

Completed document packages are received and 

intelligently routed to back office teams for digital review 

and approval. Client data is automatically synced with 

your CRM and saved to your Book of Record, keeping 

records accurate and organized. 

EASY ACCOUNT OPENING

Account packages are submitted to the custodian 

digitally, helping your firm achieve faster time to revenue. 

DIGITAL ONBOARDING MODEL FROM AGREEMENT EXPRESS
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HOW TO
START
Many wealth management firms are using legacy technology in their 

attempt to deliver more consistent client experiences, but these 

technologies are often outdated and disconnected. Creating a client-

centric onboarding experience requires more than just rethinking 

your business processes. To achieve a measurable return on a new 

onboarding initiative, the underlying technology must support 

continued innovation of front, middle and back office processes. 

Improving processes in all three areas will make it possible to provide 

the unified, digital experiences clients want.

CHECKLIST
FOR GETTING 
STARTED
Create a client-centric onboarding vision for your 

organization. What would the ideal journey look like? 

What channels do your client want to use: in-person, 

mobile, computer, etc.?

Elect an internal champion and enable that individual (or 

team) to implement change across the organization.

Map out the current state of the client onboarding 

journey. Think about where your clients initiate and 

complete their new account opening. 

Identify the gap between current state and the vision. 

Make sure to keep the client at the center of this 

process. Your process needs to empower the client 

anytime, anywhere.

Look for a platform that is agile, allowing you to keep 

pace with regulatory changes as well as new and 

emerging technologies, will help future-proof your client 

relationships and position your firm for future growth.

Select a technology partner with an open solution 

platform that can connect with your CRM, Book of 

Record or portfolio management tool. 
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Agreement Express is the leading client onboarding platform for financial 

services. The Agreement Express platform allows financial institutions to 

design and execute consistent automated onboarding experiences across 

their product offerings and channels while providing deep analytics that 

enable proactive and personalized client advice. The platform is the first of its 

kind to help top performing firms gather, use, and reuse client data to improve 

and evolve rich customer experiences. Agreement Express enables financial 

institutions around the world to provide best-in-class digital onboarding to 

their clients and grow their business.
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