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Now that the robots have arrived, what impact has Fintech had on financial planning, and what is
the future for the advisory marketplace? Is the appetite for advice changing, and can technology
really empower customers to under-take self-direction?

Alex Reidegeld of The Financial Services Forum summarises some of the key points of the event.

As the adage goes - “You can take a horse to water, but you can’t make it drink”. Today’s debate centred on the very
notion that customers of all ages need to take their financial planning seriously, and financial advice is key, but how
can the industry do more to make that accessible to all? Most agreed that engaging customers as early as possible is
key, and that technology alone will not solve the problem, at least not for now.

Key Learnings

Government regulation is forcing people to DIY

Many people are starting to seek financial advice because they increasingly need to take responsibility for their own
pension. Auto-enrolment through the workplace is often the first time people start to connect with their financial
futures. Although this mainly affects pensions, the prolonged climate of stagnating wages, low-to-no interest rates,
and inadequate pension savings, means that people will need to start taking financial planning seriously.

Engage customers where and when they want

Most people don’t want to make the difficult decisions involved in financial planning. The process is stressful, and
most people would prefer a hands-off approach. Utilising platforms that potential customers already engage with,
such as Instagram or Snapchat can help reach them. Take your customers on a journey by providing a seamless, easy
to use process to financial planning and offer guidance and advice where needed.

Make financial planning and advice a positive, aspirational experience

Many people feel guilty about not planning sufficiently for their financial futures. Advisers that reprimand customers,
especially over difficult topics like debt, risk further disengaging them. Create an open attitude and conversation to
financial planning and explain the positive impact it can have. Focus on the end-goal and what their lives could look
like once the efforts put into planning pay off.

Don’t ignore younger people and be prepared for the Boomer-Millennial wealth transfer

Low income and a financial priority to get on the property ladder mean it’s more difficult to engage younger people in

investing. From 2020 onwards, it is expected that we will start seeing a wealth transfer from older generations to their
children, including property and other financial assets. Providing a holistic approach and engaging them now, without

necessarily trying to sell them a product, means they will think about your brand when they are ready.

Don’t rely on technology alone

Trust and engagement are best established through human interaction. Technology can help support financial advisers
in tasks like auto-generating letters of advice and making them more efficient. A strong, digital presence is also
important to draw in customers, especially younger ones, so offering a ‘freemium’ model, with digital advice and the
option of human advice can be appealing.

Biggest developments in the next 5 years

A slow but steady shift in the way society and consumers think about financial advice could create massive
opportunity within the next five years. Technology will be integral to financial advice, as younger advisers utilise social
media. It is likely that we will see a wider variety of hybrid advice platforms, giving customers the option of staying
with the digital-only offering or also adding human advice. Voice and language Al can help guide and support the
conversations with advisers.



Additional reading:
Challenger Banks — Good but not yet good enough. A report by Teamspirit and Chime Insight and Engagement Group.

For a copy of this report, please contact Kirsty Maxey at kmaxey@teamspirit.uk.com or Caroline Bates at
caroline@cie.uk.com

Thank you to our speakers:

Jason Chapman, Managing Director, Willis Owen
Jason has over 30 years’ experience in financial services, 25 of them spent in the advice space. His key points at the
event were:
e Most customers who go down the DIY route do so out of necessity, not because they want to. Those actively
planning and researching options for their financial future are rare
e Technological change has created demand for an instant, strong, digital presence with chat and e-mail, which are
increasingly essential for businesses
e Help customers make the right decisions by providing them with a seamless process and the guidance they need

Charlotte Ransom, CEO, Netwealth
Charlotte founded Netwealth after not being able to find the finance adviser she needed after retiring from a 20-year
career at Goldman Sachs, 10 of which as a partner. She bases the success of Netwealth on four critical attributes:

e Arobust, human, approach to asset allocation

e Access to human advisers

e High security levels, especially for online access

o Pedigree of people running the business

Phil Blows, Account Director, Wealth Wizards

Phil helps businesses to get their employees engaged in financial planning. With the aid of technology:
e  Financial advisers can become more efficient

e Al Engine can automate processes, such as generating advice letters

e  You can link advice to social media to access the extensive data these platforms provide

Keith Carby, Chairman of Maibridge Ltd

Keith has over 50 years of experience in Financial Services and successfully launched several businesses. He urges
companies to:

e  Consider the psychology of how people think and make decisions

e  better understand their customers in the same way that retailers do.

The Financial Services Forum
www.thefsforum.co.uk
0207 449 9000

For additional events, discussions, reports, white papers and presentations, please visit The Forum’s Knowledge
Centre: https://www.thefsforum.co.uk/knowledge-centre/
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