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Workshop  
“The importance of tailored client 
communication” 
From pitch books to client reporting 
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 Introduction to client communication and its relevance 
 Workshop: client communication from your point of view 
 Outlook client communication 

 

Agenda 
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Why is communication so important for your clients? 

 Less personal contact between a 
client and its bank 

 Decreasing trust into financial 
services industry  

 Decreasing loyalty 
 Clients use different channels to 

communicate with a bank 

Source: 2011 Edelman Trust Barometer 
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Some real “Client Reporting” samples … 
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… still a reality in many companies … 
… especially with smaller players  
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Call for action! Client Reporting needs improvement! 
... this is a hot topic discussed in the industry 

As smart phones, tablets and other digital 
devices become more common, respondents’ 
utilisation of online and mobile channels will 
become more important. 
 
PWC Global WM Survey 2011 

A private bank could offer a 
flexible and interactive 
reporting solution as an option 
to their clients, potentially 
requiring them to pay on a per 
portfolio basis. In this way, 
such a service could be a 
source of revenue for private 
banks. 
 
Interview with corporate development director of StatPro Group, 
Michel Lempicki 2011 

Wealth Reporting – hugely important for 
wealthy clients, but rarely done well 
 
MyPrivateBanking Interview with Carey Wealth Reporting in Zurich. 2012 
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Perception gap: The importance of Client Reporting 
Analytics: How to improve client retention? 

Source: Capgemini and Merill Lynch World Wealth Report 2009 
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 Discussing client communication from your point of view 
 

 The audience will be divided in 4 groups 
 

 10 minutes brainstorm – all items are allowed – don’t hold back 
 

 1 presenter per group 

A short workshop…. 
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Workshop: Client communication: Your point of view 
Area Where is my 

organization now? 
What are trends 
that we see? 

Where should we 
be in 3 years from 
now? 

Client demands 

Relationship 
manager needs 

Back office needs 

Regulatory and 
compliance 

Product manager 

Other…. 
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The future of client communication 
Changing client expectations driven by non-Financial Institutions 
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3.0: Client Reporting as advisory and sales tool … 
…  recommend next steps to investors and bridge the gap 

1.0: Report  
What happened: 
 A view of the last quarter 

2.0: Explain  
Why it happened … 
 Explanations 
 Background Information 
 Activity Journals 

3.0: Recommend  
Next to do … 
 Recommendations 
 Integrated Rebalancing 

Proposals 
 Information on Products 
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… this is “High Value” for the Bank … 
… especially in Asia, where the business is based on «brokerage» and motivates trades 

1© 2012 by Assentis Technologies | 
Confidential 

An ETF designed for Swiss Citizen living in Asia Pacific … ask your Financial Advisor for details

Our new ETF product:

«Best of Switzerland»
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Back to reality: Implementing client communication: 
What does this mean for your organization? 

Business & Technology Regulatory and compliance aspects 

Content & Channel Management Cost & Efficiency 

Marketing & Communication 
Management 

Level of access to the platform by clients 



14 © 2012 by Assentis Technologies | Confidential  

A special focus: the relation between IT and Business 
when implementing client communication 
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Conclusion and next steps 

 Client communication is an important piece to enhance the 
relationship with your client 

 In a majority of financial institutions there is room for 
improvements 

 In the workshop we saw the following opinions [………..] 
 Expectations for client communications are set outside of the 

industry 
 To implement client communication we need cross-

disciplinary collaboration 
 Start today assessing your organization 
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THANK YOU! QUESTIONS? 
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