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The Opportunity

March 2024

Wealth growth and market performance despite geopolitical situation
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Six pillars of successful wealth management

March 2024 Transformation: Opportunities for customer excellence in affluent banking

Business and operational consideration to best tech and mitigated risks

Single 
customer 

view

Near time 
positions

Central pre-
deal check

Advisory 
tools

Consolidated 
wealth 

statement

Extensive 
product 
offering

High Customer Experience and Satisfaction
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3 Value approaches – 3 Models of Transformation
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Digitalisation Digital Transformation Digital creation

From within Separate Unit New Business

Decide in which form

BU 1

Model 1: Adapted from Tom Goodwin – Digital Darwinism

Model 2: BCG https://www.bcg.com/publications/2017/why-are-banks-not-getting-more-from-digital
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Generally, there are 2 main schemas for architectures

25 June 2024 Transformation: Opportunities for customer excellence in affluent banking Page 9

Type 1 – Wealth front-end interfaced to product silos

• Time-to-market – a new product may also require a new silo system

• Digital core – high complexity setup with dependencies on silos’ API 

abilities leads to compromises e.g. end-of-day positions

• STP – typically lower STP rates due to fewer optimisations per silo 

• Data – multiple cust & asset files need sync’ing to avoid stmt errors

• TCO – generally higher due to complexity and more moving pieces

• Upgrades – only front end and upgraded silo need re-testing

Type 2 – Integrated front-to-back wealth core

• Time-to-market – new product is a configured within existing system

• Digital core – high complexity setup due to need to implement cross 

functions e.g. pricing & end-to-end processes but once done, its done

• STP – typically higher STP rates given focus on a single system

• Data – single cust & asset file results in fewer data quality issues

• TCO – generally lower due to single – albeit complex – system

• Upgrades – the entire integrated system needs to be re-tested

Web & mobile banking

Front-office

Cash 
products  
e.g. acct, FD, loan

Product nUnit trusts
Structured 
products

• Single cust view ?
• Near-time positions ?
• Order capture ?
• Advisory tools ?
• Consol wealth stmt ?

STP Back-office 
processing ?
• Order execution
• Trade settlement
• Corporate actions
• Charges & fees

…

Web & mobile banking

Cash 
products  

e.g. acct, FD, loan

Front-office

Back-office
• Cash products
• Equities
• Unit trusts
• Structured products
…

• Product n

Wash out 
balances if no 
deposit taking 

license

• Single cust view✓
Near-time positions ✓

• Order capture ✓
• Advisory tools ✓
• Consol wealth stmt ✓

STP Back-office 
processing ✓
• Order execution
• Trade settlement
• Corporate actions
• Charges & fees

The Silo vs integrated Architecture



A careful evaluation will assist choosing 
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Type 1 option for Wealth Mgmt locations – Digital core layer

• Time-to-market – will likely be accelerated as significant build efforts are 

obviated through leveraging off-the-shelf customer journey capabilities 
provided by a readily available digital core solution

• Time-to-market – is also fast-tracked as only one API from the 

web/mobile system to the digital core is needed. And it will be stable 

through new silos being onboarded. Digital core to silo adapters will be 
built in parallel by external specialists further reducing dependencies

• Agility – this architecture will be resilient to product silo upgrades (only 

need to update silo APIs) or replacements (no dependency,  new 

adapters will be switched on at cutover)

Type 2 – Integrated front-to-back wealth core

• Time-to-market – new product is a configured within existing system

• Digital core – high complexity setup due to need to implement cross 

functions e.g. pricing & end-to-end processes but once done, its done

• STP – typically higher STP rates given focus on a single system

• Data – single cust & asset file results in fewer data quality issues

• TCO – generally lower due to single – albeit complex – system

• Upgrades – the entire integrated system needs to be re-tested

Web & mobile banking

Cash 
products  

e.g. acct, FD, loan

Front-office

Back-office
• Cash products
• Equities
• Unit trusts
• Structured products
…

• Product n

Wash out  
balances if no 
deposit taking 

license

• Single cust view✓
Near-time positions ✓

• Order capture ✓
• Advisory tools ✓
• Consol wealth stmt ✓

STP Back-office 
processing ✓
• Order execution
• Trade settlement
• Corporate actions
• Charges & fees

The importance of a data consolidation

Web & mobile banking

Front-office

Cash 
products  

e.g. acct, FD, loan

Product nUnit trusts
Structured 
products

• Single cust view ✓
• Near-time positions ?
• Order capture ?

STP Back-office 
processing ?
• Order execution
• Trade settlement
• Corporate actions
• Charges & fees

…

• Single cust view ✓
• Near-time positions ?
• Order capture ?
• Advisory tools ✓

Digital core
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The European Banks (most) The Asian Banks (most)

The integrated bank vs the segregation in MIST
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An opportunity to increase the scope of products on offer
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Market analysis of digital capabilities
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1a Payments

1b Wealth ovw

1c Unit trusts

1e Forex

1f Term Deposit

1h Banca

1i Fin wellbeing

1j Wealth stmt

1k Wlth financing

1l Privileges

1m 2 factor auth2a F2F onboard

2b Video onboard

2c Requests/cmplts

2d Compliance

2e Cust-RM chat

2f Cust analytics

2g Inv/rebal propsls

2h Corp actions

2i Maturities

2j Healthcheck

Digital service capabilities of selected banks

My Bank Compet. DBS Citi HSBC

1 – Self-service
2 – Partially assisted

Journey Map My Bank Compet. DBS Citi HSBC

1a Payments 100% 100% 100% 100% 91%

1b Wealth ovw 96% 16% 100% 100% 100%

1c Unit trusts 87% 22% 88% 100% 100%

1e Forex 0% 0% 100% 100% 100%

1f Term Deposit 67% 100% 100% 100% 100%

1h Banca 33% 29% 67% 81% 33%

1i Fin wellbeing 40% 0% 60% 67% 80%

1j Wealth stmt 100% 0% 100% 100% 100%

1k Wlth financing 0% 0% 100% 100% 61%

1l Privileges 40% 0% 80% 87% 40%

1m 2 factor auth 100% 50% 100% 100% 100%

2a F2F onboard 100% 60% 80% 87% 80%

2b Video onboard 67% 20% 73% 33% 33%

2c Requests/cmplts 100% 100% 100% 100% 33%

2d Compliance 100% 50% 50% 100% 33%

2e Cust-RM chat 48% 100% 100% 62% 100%

2f Cust analytics 33% 0% 100% 100% 67%

2g Inv/rebal propsls 100% 0% 100% 67% 67%

2h Corp actions 0% 0% 100% 100% 67%

2i Maturities 47% 0% 100% 100% 67%

2j Healthcheck 50% 0% 0% 100% 0%

Benchmark your customer journeys against competitors and market leaders
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The detailed approach – Digital Dividends
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Strategic Goals Technology Enabler Exp. Digital Dividends Opt 0 Do Nothing Opt 1 Affluent Core Opt 2 Consol Layer Opt 3 Mini Steps

C
u

st
 J

o
u

rn
e

y Seamless & embedded 
digital wealth journey

Market leading digital 
capability for customer 

self-serve & cohesive 
RM value-added affluent 

journeys/stories

• Digital NPS  from XX to 
YY

• Digital/f2f touchpoint % 
from XX to YY

• Customer retention % 
from XX to YY

Cust journey 
challenges not 

remediated

Cust journey 
challenges 

remediated and 
empowered by 

affluent core

Cust journey 
challenges 

remediated but 
constrained by 

silo architecture

Cust journey 

challenges not 

remediatedDigital servicing model 
with seamless fulfilment

D
ig

it
a

l 
C

o
re Product proposition 

matching customer goals

Open architecture 
sourcing, p’folio mgmt & 

credit engine with rich 
advisory tools for a full 

range of investment 
products & services

• AUM/RM  from XX to YY

• Profit/RM  from XX to YY

• RM retention %  from XX

to YY

Product prop & 
advisory tool 

challenges not 
remediated

Prod prop & adv 
tool challenges 

remediated and 
empowered by 

affluent core

Prod prop & adv 
tool challenges 

alleviated but 
constrained by 

silo architecture

Prod prop wealth 

financing partially  

alleviated but 

advisory tool 

challenges 

remainPersonalised advice to 
grow & protect wealth

A
n

a
ly

ti
c

s

Mass-personalisation of 
advice through persona 

& portfolio analytics to 
improve RM reactivity   & 

grow share of wallet; 
perf. MIS for busn steer

• AUM/customer  from 
nnnk to yyyk

• Profit/customer  from 
n.nk to y.yk

• Recurring revenue/cust 
from XX to YY

Not able to tap 
share of wallet 

growth 
opportunities

Able to tap 
share of wallet 

growth oppor-
tunities and 

empowered by 
affluent core

Able to tap 

share of wallet 

growth oppor-

tunities but 

constrained by 

silo architecture

Able to tap 

share of wallet 

growth oppor-

tunities but 

constrained by 

silo architecture

Clear segmentation to 
grow share of wallet

O
p

e
ra

ti
o

n
s Regional PB proposition 

with centralised ops

Centralised, automated, 
BPO-ready processes 

with extensive inline risk 
& compliance controls to 

scale busn. profitably 
reducing cost-inc. ratio

• Jaws %  from XX to YY

• CIR %  from XX to YY

• Strategic Goals met % 

from XX to YY

Higher ops 
costs/risks, 

limited BPO 
potential

Lower ops 
costs/risks, good 

BPO potential

Higher ops 
costs/risks, 

limited BPO 
potential

Higher ops 
costs/risks, 

limited BPO 
potentialLean, risk-mitigated & 

compliant processes

Likelihood of delivering 

exp. digital dividends
Very low Good Average Low

Digital dividends are the business growth accelerations expected from investments in digital technology     
(source: www.gartner.com/en/articles/you-re-investing-more-in-technology-but-is-it-making-any-difference-to-growth)



Or just survival?
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To grow about 10% annually requires to invest up to 50% of this growth into the platform

Design & deliver a 5-year roadmap

Do not invest

Risk to be out of the market

Cash

to Neobanks

Credit

to Crowd platforms

Investment

to Neo brokers

Vast Wealth Management Potential - but players must adopt
(source: https://theedgemalaysia.com/article/growingchampions-vast-wealth-management-potential-malaysia-players-need-restructure)

Is ”Do nothing” an option?

Advisory

to EAMs and WMs



Whichever way you go – keep the 6 pillars in mind...
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..to deliver customer excellence!

Pictures: Reuters, SBB

Single customer view Near time positions Central pre-deal check Advisory tools
Consolidated wealth 

statement
Extensive product 

offering



http://www.xixunasia.com/

XiXun Asia Pte. Ltd.
Management Consulting

160 Robinson Road

#14-04 Singapore Business Federation Centre

Singapore 068914

http://www.xixunasia.com/

Prepared by

Fridolin Blumer

CEO & Founder

fridolin@xixunasia.com

+65 8100 5361

Thank you for your attention!

http://www.xixunasia.com/
mailto:fridolin@xixunasia.com
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