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From legacy to luxury

How wealth managers can redefine
the digital client experience
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The competition has fundamentally changed. HNW clients
no longer benchmark their bank or WM firm only against
other banks, but also against big tech experiences in
other sectors.

Tradition alone is no longer enough to guarantee loyalty,
especially as the Great Wealth Transfer continues to
take place.

Instead, private banks and WM firms need to adapt to
shifting perceptions of what luxury means in private
banking - relationship-centric digital engagement.

The problem is simple. Most firms are still operating with
hybrid, fragmented, legacy systems that erode the very
prestige their brands promise.

63% 65% 42%

Millennials who expect attractive product Millennials who expect advanced Clients who are fully satisfied with their
portfolios or niche offerings (Capgemini) digital capabilities (Capgemini) provider’s product and service offering
(EY)
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PAIN POINT #1

Inconsistent hybrid experiences

One of the 10 underlying challenges facing wealth components seamlessly and consistently.
managers is determining how to: This is why the report goes on to encourage development
of “hybrid flexibility.” The idea is to ensure that advisors
“provide seamless, consistent experiences” have the necessary tools and training to leverage Al’s

and “synergies with modular offerings.” (EY) power to increase the quality of advice, noting that
hybrid models are expected to suit most clients.
Private banks and firms have improved their channel

options in recent years. But it’s not solely Al that’s the issue here. It’s also essential

that firms and banks have the technology in place to
EY states that 80% of wealth clients report satisfaction provide consistent, omnichannel experiences - that are
with access to effective digital tools, such as mobile apps  then enhanced and made more efficient through Al.
and web platforms. This high satisfaction level suggests

that digital elements may be performing adequately. The consequences of not doing this are clear, resulting in

lost time, slower decision cycles, lower satisfaction, and
But the overarching challenge remains integrating these disjointed advisor-client collaboration.
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Lost time Slower decision cycles Lower satisfaction Disjointed advisor-
client collaboration

Prioritize every touchpoint

Every touchpoint should be considered a brand

. . . . . . . . + New conversation
experience as inconsistency is not just inefficiency - it's _ a
reputational risk. This requires implementing a unified
engagement layer as a means of bridging the gaps that

still exist between channels and ensuring a fully hybrid
experience.

For advisors, this should appear as a single dashboard, N

where all interactions are accessible from one specific +

location. This has the further benefit of simplifying
compliance requirements surrounding conversation
recording.
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PAIN POINT #2

Lack of personalization

Forbidding WhatsApp is mission impossible

- Olivier Pages, Chief Innovation Officer
and Chief of Staff at CMB Monaco

If there’s one thing that all advisors can agree on, it’s
that it is difficult to change client habits.

Personalization is about offering tailored experiences,

Secure messaging channels

The solution is to offer a secure messaging channel

that feels as effortless and intuitive as the apps clients
already use, while quietly delivering the compliance and
protection that advisors require.

A premium secure channel shouldn’t force clients to
change their habits.

Instead, it should match the familiarity of WhatsApp while
elevating the experience through capabilities consumer
apps can’t provide.

The goal is simple: make the compliant choice feel like
the better choice. To achieve this, firms must ensure the
secure channel offers:

Full omnichannel continuity

Clients can engage seamlessly across devices without
losing context.

Document collaboration

Advisors and clients can review, discuss, and annotate
documents directly in the conversation.

which rightly includes offers, investment opportunities,
and more, but for many, true personalization begins with
using their preferred channels.

However, we all know that popular messaging apps like
WhatsApp are often preferred by clients because it is
what they use in their everyday lives.

Unfortunately, using these channels puts the advisor
and organization at significant risk of falling foul of
compliance requirements or privacy breaches.

Integrated e-signatures

Decisions can be completed instantly, without jumping
between tools.

Effortless escalation to video & voice

When needed, conversations transition smoothly into
richer, real-time interactions.

Q When secure messaging is well designed, clients don’t resist the channel - they prefer it.
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PAIN POINT #3

Erosion of brand prestige in digital

Globally, one top three criterion has risen from 18% to
28% since 2022 when selecting a wealth manager, with
clients placing increased importance on the:

“brand and reputation of the provider” (EY)

Wealth management clients don't exist in isolation. They
are also retail banking clients and big tech users, familiar

with the cutting edge of what customer experience can be.

If they can have a fully seamless experience watching

&

Diminished brand perception

Achieving digital prestige

Design, effortlessness, and emotional resonance define
premium digital. True digital prestige doesn’t come
from flashy animations or generic “modern” redesigns,
it comes from alignment between brand promise and
digital experience.

Every interaction should reinforce the feeling of
exclusivity, confidence, and sophistication that clients
expect from a wealth brand.

To achieve this, firms must:

&

Reduced client confidence

their favorite streaming platform across devices, they
begin to ask - “why isn’t my private bank offering the
same level of service?”

Surely private banks and WM firms should be
synonymous with the very best. And yet instead of a
luxurious experience, clients get clunky portals and
outdated interfaces.

This leads to diminished brand perception, reduced client
confidence, and poor NPS scores.

©

Poor NPS scores

Ith Sharing my browser tab

9

Advisor

Design with intent

Every pixel, transition, and layout
should communicate the same level
of excellence as the firm’s in-person
service.
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Eliminate friction Evoke emotion

Clients should never have to think
about the technology. Simplicity and
reliability build trust and reinforce
prestige.

Premium digital experiences feel
personal and reassuring. They
connect emotionally, not just
functionally, making clients feel seen
and valued.



PAIN POINT #4

Advisors stuck between tech and tradition

B ) . ) Clients increasingly want trusted human guidance
Sky-high expectations for Al bring both delivered through digital channels. They aren’t choosing

risks and opportunities. Firms must prepare between human or digital. They want both, seamlessly
for potentially radical change - but without integrated. And yet instead of empowering advisors,

losing traditional strengths” (EY) many firms inadvertently create tension between
relationship work and technology use.

From an advisor or relationship manager perspective,
today’s wealth environment is harder than ever to
navigate. They are expected to deliver the timeless
human service that defines the industry, while juggling a
patchwork of legacy systems, slow workflows, and rising
digital expectations from clients.

The result is advisors spending more time fighting systems
than serving clients, inconsistent client experiences
across channels, and a widening gap between what
clients expect and what advisor can deliver.

e & &

Operational friction Inconsistent experiences Expectation gap

Achieving relationship-led
modernization

Advisors shouldn’t have to choose between deep
relationships and modern capability. The right technology
elevates, rather than replaces, the advisor. To achieve
this, firms must:

Streamline advisor workflows Integrate human + digital Enhance advisory moments
Tools should remove friction - not add Clients expect warmth and trust, Modern tools should surface
to it. Every interaction should help but delivered with digital speed and context, insights, and communication

advisors spend more time with clients  clarity. Technology must supportthe  history instantly, enabling richer,
and less time navigating systems. human relationship, not sit beside it. more meaningful conversations.
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PAIN POINT #5

Outdated onboarding

Manual, paper-heavy onboarding feels slow, repetitive,
and entirely unworthy of a premium wealth brand. For
many clients, this is their very first digital interaction
with the firm - and far too often, it’s where the magic

evaporates.

Wealth clients arrive with high expectations

They’re used to frictionless digital flows in every other
part of their lives. When onboarding drags on, requires
multiple data submissions, or forces them through clunky
portals, they begin to question: “If this is the beginning,

what will the rest be like?”

<

Transactional onboarding

1=

Trust erosion

Achieving luxury onboarding

Onboarding should feel like a concierge service - attentive,

elegant, and effortless.

Even when powered by automation and digital flows, the

151%

experience must remain deeply personal and unmistakably

“white glove.”

To achieve this, firms must:

Reduce repetition

Clients should never be asked for the
same information twice. Intelligent
data capture and pre-filled journeys
create a sense of ease and respect.
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Guide with clarity

Beautifully designed, step-by-step
flows reassure clients that they are
in expert hands. The experience

should feel curated, not bureaucratic.

<,

125%
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According to Capgemini, the firms that lead in client
satisfaction are those that invest early in the relationship,
prioritizing seamless, intuitive onboarding experiences
that set the tone for long-term engagement.

This leads to clients feeling more processed than
welcomed, an erosion of trust before the relationship
begins, and too much advisor time chasing forms instead
of nurturing relationships.

1S,

Admin bloat

26%

Blend digital with human

Digital onboarding doesn’t have to
feel cold. With the right engagement
layer, advisors can guide and reassure
clients throughout - maintaining
warmth while eliminating friction.



The luxury digital experience framework

Effortless communication

Unified, compliant, secure, immediate.

Clients move fluidly across channels with zero friction,
while advisors engage through a single, consolidated
interface. Compliance and security are silent and
automatic, never intrusive.

Relationship amplification

Tools that strengthen, not replace, human trust.

Technology elevates the advisor’s ability to build
relationships: surfacing insights, reducing admin, and
creating more time for meaningful dialogue.
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Personalized interaction

Context-aware, advisor-led, omnichannel.

Every interaction feels tailored. Advisors instantly see
client history, preferences, objectives, and sentiment,

bringing personalization into every conversation -
whether in person, on chat, or over video.

Prestige-level design & service quality

Intuitive interfaces, premium aesthetics,
consistent touchpoints.

Digital experiences feel as luxurious as in-person ones.
Elegant, calm, modern, and branded with precision.
Every touchpoint reinforces exclusivity and confidence.



CMB

MONACO

CASE STUDY
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Blending tradition with innovation through Unblu

CMB Monaco, one of the principality’s leading private
banks, is undergoing a multi-year digital transformation
led by Chief Innovation Officer Olivier Pages. Competing
in a demanding market, the bank set out to modernize
client engagement while preserving the personalized,
relationship-driven service that defines its heritage.

salesforce

(a)V/al[a]a

A central part of this strategy is CMB Connect,
a secure communication service powered by Unblu’s
engagement layer.

The initiative helps the bank address common industry
challenges: providing a compliant alternative to
mainstream messaging apps, improving the quality
and speed of interactions, and strengthening client
relationships across all demographics.

While the project has only recently launched, early
insights highlight benefits for clients, bankers, and the
institution as a whole - from faster, safer exchanges to

stronger relationships and a more forward-looking brand.

Unlocking premium digital
client experiences

Read the full case study

According to Olivier, the goal isn’t to replace tradition but
to enhance it. By integrating four best-in-class providers
- Salesforce, Avaloq, Aladdin by Blackrock, and Unblu

- CMB Monaco is building an ecosystem where bankers
can work more efficiently and clients enjoy a seamless,
premium experience.

Aladdin.

by BlackRock
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Anthony Parker 15:08

Hello! Yes, Northbridge Energy is offering

shareholders the choice to take their

upcoming dividend either in cash or as
‘ additional shares at a discounted price.

You 15:08

Thanks. What's the deadline to decide?

Anthony Parker 15:08

The election cutoff is next Thursday. If we
don’t receive instructions by then, the

0 default will be cash.
You

15:09

Understood. Please send me the details so | can
review and confirm my choice.

Anthony Parker 15:10

Sure thing. Here's the information sheet
‘ with all the terms and conditions.

Anthony Parker

b Northbridge_Dividend_Option_Noti...

PDF - 259 kB
b

Type a message

CMB
CONNECT




STRATEGIC ROADMAP

From legacy to luxury
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Audit hybrid journeys Identify compliance Evaluate UX against
gaps luxury standards

Phase 1. Diagnose & benchmark

Introduce secure Enable multi-channel Integrate with CRM
messaging communication and core banking

Phase 2. Implement the engagement layer
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Personalization Digital concierge Advisor mobility
workflows features tools

Phase 3. Elevate the experience
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Advisor Client response Engagement Onboarding
productivity time rates cycle times

Phase 4. Quantify & optimize: Metrics



Offer luxury in today’s competitive context

Luxury is no longer defined solely by physical spaces,
bespoke events, or the heritage of a brand. Today, luxury
is defined by effortlessness - by experiences so seamless,
intuitive, and elegant that the technology disappears and
the relationship takes center stage.

In wealth management, digital engagement has become
the frontline of modern prestige. It is where first
impressions are formed, where trust is reinforced, and
where the consistency of the brand is either elevated...
or eroded.

Want to learn how Unblu can

elevate your client experience?

Request a demo
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The firms that will lead the next decade are those
that unify human expertise with digital excellence,
creating interactions that are personal, immediate,
and emotionally resonant. These firms won’t just meet
expectations. They will set new standards for what
premium wealth service feels like.

If you're ready to elevate your client experience from
functional to truly exceptional, the next step is simple.

™



