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Artificial Intelligence (Al)
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Customer Experience Management Services
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e Three-fold change in the wealth management business model
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Background and context

Macroeconomic factors such as rising interest rates, increasing investor awareness, emerging competition due to rise of new WealthTechs and FinTechs, wealth redistribution, and
emerging geographies such as APAC and MEA, and evolving regulatory environment are massively impacting the wealth management space. The wealth management business model is
evolving from traditional reputation-driven business toward a technology-led advisory model in the light of changing customer expectations around hyperpersonalization and an evolving
customer base. The tech-savvy millennial investors have a strong focus on innovative products such as digital assets and ESG-linked investments and they are moving toward a hybrid
investment advisory model.

According to evolving client preferences, wealth management enterprises are shifting their business priorities to enable growth, achieve cost efficiencies, and drive differentiation in the
market. They are looking at leveraging technologies such as Al/ML, RPA, AR/VR, and API integration to increase advisory productivity, strengthen client relationships, and accelerate
expansion across geographies by developing a strong partnership ecosystem.

In this report, we discuss the emerging market trends, drivers of shift in the wealth management business model, partnership ecosystem, global wealth technology and IT services spend,
and key implications for all the stakeholders in the wealth management space.

Scope of this report Py
Geography Industry 14 \ Report coverage
Global i Banking and Financial Services \ / Wealth management
(BFS) — " state of the market
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Overview and abbreviated summary of key messages

In this report, we discuss the market trends, drivers of shift in the wealth management business model, partnership ecosystem, global wealth technology and IT services spend, and key
implications for all the stakeholders in the wealth management space.

Some of the findings in this report, among others, are:

Market trends and shifting business priorities

Shift in the wealth management business
model and key focus areas

Key implications for stakeholders

/Eerest Group®

Rise in investor awareness, emergence of new competitors, and new-age millennial investors with changing expectations are
driving a shift in the business priorities of wealth management firms

Wealth management enterprises are looking at enabling growth, achieving cost efficiencies, and driving differentiation while wealth
management technology providers are focusing on wealth technology stack modernization opportunities

An analysis of Everest Group view of wealth management eras and its evolution from persona to person-based personalization
achieved through tech-intervention and re-imagination of business-model and customer value creation

Enterprises are focusing on technology-driven intervention and are increasingly leveraging advanced analytics (ML, Al, NLP, and
big data), automation, and hyper-personalization to bring in efficiencies and enhance client experience

Wealth management technology providers need to invest in platform advances, establish a partnership ecosystem, and
differentiate by providing allied services to their clients

Service providers need to develop proprietary IP, assist enterprises in their modernization journey, develop techno-functional
talent, and expand the partnership ecosystem



This study offers four distinct chapters providing a deep dive into key aspects of wealth

management market; below are four charts to illustrate the depth of the report

Wealth management eras - moving from persona- to person-based personalization

Wealth management of the future

Wealth management in the present — Hybrid trust model (human + digital) —>

Wealth management of the past Technology-led advisory ———

-driven k

A /
Digital transformation
Impact end -to-end customer
journeys and gain trust in the
digital world

—

Digital technology usage
Capture and effectively serve customer
base by targeted business activity and
exclusivity via family -based offices efficiency improvement

and in-person advisory _/
_/ >

>
Customer base expansion
Family-based offices

Focus areas
e Hyper-segmentation
o Mass affluents

-

Relationship -based business
Promote client intimacy and

Focus areas

o New products — digital assets and ESG products
e Web 3.0 and metaverse

e Hybrid advisory

Focus areas
e Relationship-driven
e In-person connects and exclusivity

e Robo advisory

Technology-driven intervention for efficiencies and experience

jeio] €0 o =
Client management Portfolio management Investment planning Trade processing Accounting
N\ J — )
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Digital portals Al/ML, NLP, data analytics, and AR/VR Automation, robo-advisory, and DLT

Improving digital engagement

with clients through adoption of
digital channels such as
interactive Ul, chatbots,

robo-advisory, and

self-service capabilities

Providing personalized investment advices across wealth tiers Prioritizing end-to-end automation and streamlining workflows
of trade lifecycle process including trade capture, order

and focus on delivering relevant hyperpersonalized services for § 4 ©
management, trade execution, and supporting multiple assets

the clients as per their financial goals, risk appetite, sectors of
interest, and ESG preferences by leveraging AVML and data
analytics technologies to understand preferences

Digital solutions that enable quick,
secure, and seamless onboarding
processes for clients

Mobile -based Augmented Reality
(AR) experience to offer clients
interactive engagements

Digital wealth management tools that leverage characteristics such
as a user’s age, income, risk tolerance, and desired income in
retirement to help investors select the appropriate asset allocation
mix to meet their goals

Automated, algorithm-based personalized investment ideas tools
that provide clients digital with human touch experience, allowing
relationship managers to generate and instantly distribute
personalized advice based on clients’ risk profile and the bank’s
market views

e Innovative solutions that seamlessly integrate trade finance, cash
management, and FX needs into a single, streamlined, and
automated workflow

e Automate the post-trade operations of trading business by
leveraging technology platforms that support high volumes of
Straight Through Processing (STP) for multiple asset classes on a
cloud-based infrastructure

| Wealth technology stack modernization opportunity

Scalable and purpose-built cloud
infrastructure to run mid- and back-
office operations on the cloud

Wealth management enterprises

Hyper-segmentation

Industrialized
data-driven

personalization engine

Modular/ i

- ~ APl-enabled
composable onimive i ,
Automation - ptimize infra an

Service providers

- apps performance

Data on cloud to infuse
data and intelligence into
operations

Technology providers

Ride the democratization wave /
affordable solutions

Launch hyper -personalized services
for HNWI

Focus on innovative products / ESG -
linked, digital assets

Invest in digital wealth management /
hybrid advisory model

I
i

Develop proprietary IP, solutions to
deliver IT services

Capitalize on the UVUX transformation
(Sl) opportunity

Accelerate migration to cloud support
enterprises in adopting as -a-service
models

Develop a robust partnership ecosystem
and build joint GTMs

Focus on developing and retaining
techno-functional talent

Provide end-to-end comprehensive
solution

Enable value -added features for better
experience

Build scalable architecture for ease of
integration & smooth operations

w8 O

Establish a strong partnership
ecosystem

&

Differentiate vis-a-vis peers / allied
services
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.
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With you on the journey

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
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Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
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to the link above for the full version of the Terms of Use.
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Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.
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+91-80-61463500

Pe!hi @ @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
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unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

This document is for informational purposes only, and it is being provided
“as is” and “as available” without any warranty of any kind, including any
warranties of completeness, adequacy, or fitness for a particular purpose.
Everest Group is not a legal or investment adviser; the contents of this
document should not be construed as legal, tax, or investment advice.
This document should not be used as a substitute for consultation with
professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material
in this publication.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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