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Fostering adoption of digital services

The success of any digital client interaction 
initiative – in terms of client impact – relies 
heavily on advisor willingness to adopt the 
new technology.

In our experience as the leading secure  
digital client interaction solution provider, 
there are two key areas that wealth 
management organizations and private banks 
should focus on to improve their chances of 
successful adoption.

The convenience of a solution is often put forward as 
a key benefit of modern digital interaction platforms. 
Take messaging apps suited to the financial services 
industry, for example. The same ease of use when 
compared to popular messaging is expected while  
also guaranteeing security and omnichannel access.

C O N V E N I E N C E I N T E G R AT I O N S

Seamlessly integrating into existing solutions is key to 
advisor adoption, but it will not necessarily achieve 
results on its own.

For this convenience to be felt by the client, however, 
it is first essential to guarantee convenience for the 
advisors themselves.

No matter how many integrations are present to 
simulate or complement current processes, there will 
always be change.

All advisors and relationship managers have their 
preferred methods of organization and communication 
in their specific contexts.

No matter how minor, change is frequently met with 
resistance as advisors have to adopt new habits and 
ways of working.

This means that the new technology should, as far as 
possible, fit into the advisor’s current workflow. And 
the only way to achieve this is through integration. 

When an individual fails to see the purpose for the 
change, even small changes in habits are perceived as 
irritating and a waste of time.

Overcoming this challenge is a matter of education – 
demonstrating in clear terms why an end-to-end 
digital channel solution is the preferred option for 
the organization, the client, and for the advisors 
themselves. 

E X E C U T I V E  S U M M A RY
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B AC KG R O U N D  A N D  C O N T E X T

Why digital clent interaction platforms are on the rise

Reducing the risk of fraud

How digital interaction platforms help

Adhering to regulations

Offering advisor benefits

Meeting client preferences

Before we move onto the specifics of how to 
implement a strong digital interaction platform 
initiative, it is important to understand why so many 
wealth management firms are taking this step. 

S E C U R I T Y  A N D  C O M P L I A N C E

The primary reason is, to put it simply, the substantial 
challenge that organizations face in managing security 
risks and adhering to compliance requirements. 

The increased risk of fraud cannot be overstated,  
due largely to Generative AI. In fact 2023, saw a 
3,100% increase in fraud attempts using Gen AI, as  
well as losses of over $1.8 billion through malware-
influenced bank transfers or payments (Deloitte).

There has been a rise in the risk of fraud in a wealth 
management context, and organizations “should 
continue to make investment in their people and 
technology to bolster their fraud framework against 
the recent increases in fraud observed” (EY).

In this context, conversational platforms are the only 
technology that can address such large challenges. 
Unlike email or third-party apps, secure digital 
interaction platforms:

Use cases range from securely sending investment 
reports to collaborating with additional experts within  
a client conversation. 

Protect sensitive data through encryption  
and authentication

Going hand in hand with security risks is the issue of 
compliance, with US regulators issuing $4.3 billion in 
fines in 2024 (Corporate compliance insights). It is a 
similar story in Europe, where just 12 companies were 
fined $63 million for recordkeeping failures  
(Funds Society).

However, security and regulatory compliance alone 
are not the only reasons that this approach should 
be embraced. As it stands, advisors spend 67% of 
their time on non-core activities, leaving only a third 
of their day for meaningful client engagement. Strict 
compliance requirements increases the administrative 
burden on an advisor. The fragmentation of the 
tools an advisor uses only exacerbates the issue of 
reduced client facing time. As we will explore in more 
detail in the education section, these challenges can 
be improved with an overarching client interaction 
platform.  

Finally, we have the challenge of client desires and 
expectations. Despite the increasingly complex 
security landscape, clients want instant access to 
their advisors via digital channels. When firms fail to 
meet this need, client frustration rises, and advisors 
revert to non-compliant tools like email or personal 
messaging apps. 

•

Ensure full compliance with regulations like GDPR, 
MiFID II, and FINMA

•

Enable asynchronous communication and seamless 
document exchange

•

https://www2.deloitte.com/content/dam/Deloitte/us/Documents/Advisory/us-advisory-deloitte-digital-fraud.pdf?utm_campaign=3829259
https://www.ey.com/en_us/insights/forensic-integrity-services/fraud-challenges-in-wealth-and-asset-management
https://www.corporatecomplianceinsights.com/news-roundup-january-24-2025/
https://www.fundssociety.com/en/news/regulation/la-sec-multa-con-63-millones-de-dolares-a-12-empresas-por-comunicaciones-irregulares/
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When undertaking a new initiative, a key priority for 
advisor adoption is to work with them rather than 
against them.

In essence, this means making it as easy as possible 
for advisors to use the tool without disrupting current 
workflows. 

TA K I N G  T O O L  FAT I G U E  I N T O  AC C O U N T

Advisors face tool fatigue. Every added platform, 
login, or disconnected channel increases friction. 
Embedding the digital client interaction platform into 
the existing client or advisor dashboard avoids context 
switching, reduces the learning curve, and accelerates  
adoption organically.

This is why, at Unblu, we embed our Spark platform 
directly into the advisor’s daily workspace. Our 
integration approach ensures that advisors don’t 
just get access to more tools, but augments an 
existing solution to enhance every aspect of client 
communication.

Adoption through contextual placement

Seamless integration options

The most effective implementations provide access to 
the platform at critical advisor touchpoints. Whether 
during portfolio discussions, onboarding tasks, or 
post-meeting follow-ups, the integration supports 
natural workflows and encourages consistent usage.

This multi-pronged integration model – already in place 
with several leading technology providers – enables 
advisors to communicate securely and effortlessly, 
making it more likely for firms to standardize usage 
across their teams.

I N T E G R AT I O N S

Prioritizing the experience for advisors

Unblu Spark is embedded into the client dashboard, 
providing real-time, contextual conversations that 
accompany portfolio reviews, financial planning, or 
goal-tracking.

Advisors can access all communications from 
their main workbench view, with built-in SSO and 
notification support. This mirrors the familiarity of 
email while ensuring compliance.

Client View Integration

Inbox Integration

Following voice or video meetings, advisors can 
initiate or continue conversations within the 
platform (e.g. on Secure Messenger) to summarize 
key decisions, share documents, and keep a 
compliant record of advice.

Advisors can launch Co-Browsing sessions from 
within a message thread to assist clients in 
completing forms, navigating complex documents, 
or explaining proposals.

Call Summary Capture

Co-Browsing + Messaging
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Encouraging adoption through education

Reducing friction through integration is an important 
step in encouraging adoption, but it is rarely enough 
on its own, particularly if the advisor has established 
processes that they have been using for years. 

Increasing adoption rates and changing habits requires 
a concerted, ongoing communication campaign to 
educate the advisors – while also listening to and 
implementing their feedback. 

C O N S I D E R I N G  S TA K E H O L D E R  P E R S P E C T I V E S

Before designing or implementing a communication 
campaign, it is important to first gain a key 
understanding of each stakeholder’s preferences 
and how they overlap or juxtapose. We can do this 
by looking at the perceived pros and cons of using a 
digital client interaction platform.

It is recommended to carry out a survey to gather 
your own data. The insights below are based on 
observations from previous Unblu implementations 
and may not be true for your context.

Adding widgets (e.g. the Secure Messenger) to key 
pages like accounts overview or transaction history 
enables proactive outreach or follow-up when 
clients engage with their data.

Accounts Overview Integration

Initiate automated processes in predetermined 
circumstances directly from client conversations.  
For example, this could be next-step processes 
after a client confirms an investment proposal 
or automated verification of an uploaded ID and 
associated recordkeeping.

Secure Messenger Workflows

E N A B L E M E N T

For more information on specific  
integrations, please visit the Partner 
Ecosystem area on our website 

Find the right partner

https://www.unblu.com/en/partners/find/?utm_campaign=WM_2506_WebDownload_FosteringAdoption&utm_source=ebook&utm_medium=pdf
https://www.unblu.com/en/partners/find/?utm_campaign=WM_2506_WebDownload_FosteringAdoption&utm_source=ebook&utm_medium=pdf
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Perceived pros and cons of a digital platform 

Organization or Firm

Security

Compliance

Convenience

Efficiency/ 
productivity

Client  
experience

Reduces risk of  
security breaches.

Standardizes 
communications for 
compliance purposes

It would be good to 
increase efficiency as it 
impacts AUM growth.

It would be good to 
improve the client 
experience as it impacts 
AUM growth.

N/A

P R O S

N/A

N/A

N/A

N/A

N/A

C O N S

Reduces risk of security 
breaches.

Standardizes 
communications for 
compliance purposes.

None – preference for 
current processes.

Avoids too many email 
chains and switching 
between channels.

None – preference for 
current processes.

P R O S

Is unfamiliar to use and 
takes more time. Clients 
haven’t complained 
and there have been no 
issues to date.

None.

It takes time to learn a 
new tool.

Current processes  
work well enough. 
Barrier to entry is  
more of a concern than  
sub-optimal processes.

Changing the current 
workflow will disrupt the 
current client dynamic.

C O N S

Advisor or Wealth Manager

What can we notice from the above table? 

From an organizational standpoint, the primary 
consideration is security and compliance.  
The advisors or managers have high levels of 
autonomy, so any of the daily considerations are only 
of interest to the firm in terms of results generated. 

The advisors may acknowledge the pros of improving 
security and compliance but they fail to see the 
urgency as they have experienced no negative effects 
to date. The perceived disruption of having to use 
new tools outweighs the immediate needs in terms of 
security and compliance. 

Next, we can look at the benefits of a platform to 
compare and contrast with organizational and advisor 
perceptions. 

E X A M P L E ―
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Unblu platform benefits

Security

Compliance

Convenience

Efficiency/ 
productivity

Client  
experience

Security guaranteed 
across all channels on 
the Unblu platform.

All interactions are 
stored according 
to compliance 
guidelines. 

B E N E F I T  1

Shared documents 
are automatically 
stored in a single, 
secure location 
on the AI-Powered 
Workbench or in a 
centralized storage 
defined by the firm.

Certifications include: 
ISO 27001, SOC 2 
Type 2, fully GDPR 
compliant.

B E N E F I T  2

Certifications include: 
ISO 27001, SOC 2 
Type 2, fully GDPR 
compliant.

Improved operational 
transparency.

B E N E F I T  3

—

—

B E N E F I T  4

A single unified 
platform means no 
messages get lost.

Direct access to 
clients from the 
advisor workbench 
via integration.

Same popular 
messaging channels 
(thanks to API 
integrations)

All client 
communications are 
easy to find.

More efficient 
communication 
options. The advisors 
can engage with their 
clients on-the-go via 
integrations.

Peace of mind that all 
shared documents 
are entirely secure.

Advisors can 
begin individual 
conversations or 
broadcast to many.

Quick-view profile 
of each client to 
find previous cross-
channel interactions 
and other insights.

Direct access to 
advisors from the 
wealth app or portal 
via integrations.

AI Bot Sidekick 
leverages the firm’s 
knowledge base, 
making it easy to  
find answers.

AI tools for meeting 
efficiency, before, 
during, and after 
every call.

Better tools for 
collaboration (Co-
Browsing, Document 
Collaboration)

The benefits above are some of the most popular ones 
associated with the Unblu Spark platform. We would 
recommend speaking with your Unblu representative 
to establish the most important ones for you and in 
more detail.

Once this exercise is complete, you have an overview of: 

Overlapping areas of common perceived value  
(firm and advisor).

•

Perceived pain points or barriers to adoption (advisor).•

Unblu Spark’s benefits according to each  
relevant area. 

•
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Developing the campaign
With the above exercise complete, you can begin 
developing your communication and education 
campaign. A successful rollout of digital interaction 
platforms is less about technical integration and more 
about behavior change.  

The campaign should begin by framing the change as 
a strategic enabler, not just a compliance necessity. 
Senior leadership should set clear expectations and 
articulate the value of robust digital interactions for 
both client experience and operational efficiency. 

Agree on a tagline

Targeted enablement

Campaign channels

When it comes to framing, the simpler the better. For 
this reason, it is important to come up with a campaign 
tagline that illustrates the overarching message of the 
initiative. This tagline would be visible in all internal 
communications. 

Building upon the above, rather than overwhelming 
advisors with one-size-fits-all training, firms should 
create learning paths that reflect different user 
personas – from digital champions to cautious adopters.  
These should include hands-on workshops, in-platform 

To reinforce behavior change, firms must build an 
internal narrative around the new way of working. 
This involves more than emails or memos – it requires 
storytelling. 

Take some time to identify the channels that will be 
most effective. This may be a mixture of: 

For example:

guidance, and contextual tips tied to common use 
cases like onboarding, portfolio reviews, or servicing 
requests. Local champions should be empowered to 
provide peer-to-peer support, anchoring adoption in 
day-to-day operations.

The tagline will help anchor the message and your 
story, but all communications must also add new 
elements. A general email to launch the campaign and 
introduce the tagline is a good practice, but it should 
not be the only method of communication.

The way you’ve always worked. But better. •

Email communication•

Messaging. The easy way.•

Internal channels (Microsoft Teams, Slack, etc.)•

The experience they deserve.•

In-platform notifications •

Or more•

AC T I VAT I O N

S T E P  1

S T E P  2

S T E P  3
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Social proof and gamification

Develop the campaign over time

Sharing real client outcomes, advisor testimonials, and 
usage metrics can create momentum and social proof. 
Dashboards can help team leaders track adoption and 
identify where support or incentives may be needed.
These should include hands-on workshops, in-platform

Finally, the program must evolve over time. Continuous 
feedback loops – surveys, advisor interviews, help 
desk insights – should feed into product refinement 
and training updates.

guidance, and contextual tips tied to common use 
cases like onboarding, portfolio reviews, or servicing 
requests. Local champions should be empowered to 
provide peer-to-peer support, anchoring adoption in 
day-to-day operations.

With this approach, the platform shifts from a 
mandated solution to a natural, preferred tool.

Talk to us directly for more information

The Unblu Spark platform is an essential tool for 
all wealth management firms or private banks 
in today’s world. Given the risks associated 
with fraud, privacy, and regulatory compliance, 
incorporating technology of this kind is a matter of 
“when” rather than “if”.

But not all implementations are successful. The 
integrations available and the steps you take 
after implementation are just as important as the 
technology itself to improve advisor adoption and 
efficiency, and foster stronger, trust-based client 
relationships.

Just as no two organizations are the same, no 
one campaign will work in every context. The 
above advice includes key elements to develop a 
communication and education program. However, 
developing a tailored messaging approach that 
works for you requires in-depth collaboration and 
ongoing support. 

If you are interested in implementing Unblu Spark 
and would like to increase adoption rates, contact 
us today for more information. 

G E T  I N  T O U C H

S T E P  4

S T E P  4

Contact Us

https://www.unblu.com/en/company/contact/
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Need more information?

General Sales Technical Support

Have a question? Please  
email info@unblu.com

Can Unblu help you deliver an  
outstanding personal experience? 
Please email sales@unblu.com

Already using our products?  
Support

mailto:info%40unblu.com?subject=
mailto:sales%40unblu.com?subject=
https://www.unblu.com/en/support/

