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IFF research

IFF Research is an independent full-service research agency 

with over 50 years industry experience.

Methodologies

We offer a full suite of social and market research services: data collection, 

data analysis and reporting to a varied client base across both the public and 

private sector.
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Sectors

✓ Learning & Skills

✓ Employment & Benefits

✓ Financial Services

✓ Business & Enterprise

✓ Health & Wellbeing

✓ Regulation

✓ Professional Services

Values

✓ Being human first

✓ Impartiality and independence

✓ Making a difference
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Fintech Beacon

IFF has built a qualitative research community of engaged users of digital only 

banks and robo-advice based investment platforms

Launched in September 2017 – for our own research and client use

Enables cost effective and quick turnaround research with a niche, but growing, 

consumer segment

We have conducted two pop-up communities, depth interviews and several short 

email surveys
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Overview of members
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Monzo

 Revolut

Atom

 Starling Bank

Plum

Tandem
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 Nutmeg

Moneybox

Wealthify

IG Smart Portfolios

Money Farm

Markets.com

Motif Investing

Wisealpha

Range of services and providers

Frequent users
Most access social 

media, various app 

and their financial 

providers accounts on 

a daily basis. 24/7 

access and instant 

updates are therefore 

very important to them.

Digital Bank = 60

35

6

25

Robo Advice = 31

Tech savvy
Whilst some describe 

themselves as early 

adopters, others feel 

more like ‘amateurs’, 

but majority are tech 

savvy and very 

engaged/interested in 

new developments and 

innovations.

Varied backgrounds
Range of different age groups, genders 

professions, ranging from students/ 

young professionals to more 

experienced/mature savers and 

investors. Different financial behaviours 

and patterns as well motivations for 

adopting digital products.

Nutmeg is a useful, easy-to-use, 
interactive and intuitive service. 
They offer low rates, transparent 

operations and the customer 
service is excellent (clear and 

direct). I chose this type of 
service because it is a quick, easy 

and safe way to invest. I have 
seen my money grow steadily 

over time, without requiring much 
effort and time on my part
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Preferred channels for advice
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• Younger investors used to 

interacting online and with more 

basic investment needs - so 

robo-advice is attractive

• Less interest in robo-advice 

when past experience of 

traditional f2f advice - although 

inexperienced older investors 

may consider

Wide recognition of the need for and benefit of 

professional financial advice

I am using Moneybox because I was 

really intrigued about saving and 

investing with round ups. It seemed 

like a great idea and I hadn't invested 

before and this seemed extremely low 

risk. 

I think when it comes to retirement 
professional advice is essential…My 

preferred choice would be online followed 
by an app. [Robo-advice] would be the 

ideal thing for me. 



www.iffresearch.com

Opportunities for robo-advice
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Flexible and 

easy to use 

Removes 

human bias

Avoids social 

barriers

Encourages 

engagement

I know that studies 

show that things like 

the stock market are a 

gamble and the idea 

that people have 

expertise is a bit of a 

fallacy. Automated 

things might take out 

human failures.

Automated 

advice could be 

much better 

here as robots 

shouldn’t be 

sexist or 

patronising.

I am using it 

[Moneybox] as a 

beginners step into 

online investments 

as I want to learn 

more about it.

Nutmeg is a useful, 

easy-to-use, interactive 

and intuitive service. …I 

chose this type of 

service because it is a 

quick, easy and safe 

way to invest. 
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Limitations of robo-advice
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My concern would be that 

robo-advice would not be able 

to factor in specific 

circumstances and nuances 

around tax, inheritance etc. |

Reputation and trust Advice is too generic

I think that security is an 

issue.  I would try automated 

services in a small way to 

begin with until I had built up 

my own trust with the systems
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Conclusions
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The innovative yet simple technology encourages 

engagement with savings and investments

But for complex issues consumers need the expertise and 

reassurance of human interaction

Robo-advice is not a threat to the advice industry…yet



Thank you
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Can Digital Advice Work for 
Decumulation?

Alastair Black, Head of Financial Planning Propositions



“Yes”

“… but how? … and why?”



Agenda

• Technological revolution

• It has already started with Investment Management



Bespoke versus Mass Customisation



Bespoke to Mass Customisation

Is advice ripe for an industrial revolution?

• Clothes express personality

• Need to fit a wide variety of body shapes

• Should it be bespoke?

• Tailoring has been through an industrial revolution

• Why do so few people buy bespoke tailoring?

• Why / when is Mass Customisation ‘good enough’?



Drivers for Change

Challenge – How can we drive capacity and reduce the cost?

• Flexibility and choice post-pension freedoms

• Risk of costly mistakes

• Industry dominated by manual processes which limit scale

• Very low ability to invest to industrialise processes

• Unaffordable for many (c£3k+ upfront)

• Generally accumulation focussed

• Informed choice, not advice

• Retirement advice limited, journeys lack engagement

Customer demand for advice

at retirement

Limited advice capacity in the market

Weak digital advice landscape, so far



How fast can this happen?

Very fast, when there is a compelling reason for customers to make the change



Technological revolution

Standardise Specialise Automate Dislocate

Limit option set initially, 

avoid be-spoking

Assembly line to 

increase productivity
Focus on labour-

intensive tasks

Remove need to 

physically co-locate

Key assumption 

that we can 

standardise 

solutions

Deconstruct the 

process into its 

component parts

Fact-find, 

Para-planning, 

Investment/

Transaction execution, 

Quality-assurance

Digital and telephonyFinancial 

advice



Deconstructing advice end to end

Traditional advice process

Digital retirement advice

1. Automated set-up of CIP

2. Ongoing monitoring and rebalancing of funds

3. Potential for mass customisation

Centralised Investment 

Proposition

Factfind

1. Automated collection of data from back office / 

providers

2. Co-creation of financial plan

3. Explain customer trade-offs – real time 

education

4. Checks customer understanding on-line

Suitability Letter

Advice Solution
1. Advice automatically generated

2. Tailored advice for an individual’s needs

3. Exits to F2F when appropriate

1. Automatic generation of suitability letter

2. Automating the transactions

Monitoring

1. Links data to ongoing reviews

2. Automated monitoring of plans

3. Alerts to client if plan goes off-track

4. Slimmed down annual suitability check



Humans versus Machines



Data gathering from Humans

Customers don’t know what they have

• Data collection is currently very manual and time consuming (but fees are high!!)

• We could repeat that process (or in short term at least)

• Some processes will translate to automated world (e.g. where did you work?) 

• We are driving efficiency through industrialisation – so need a new process

• Education likely to play a big role

Customers don’t know what they want

• Does the customer understand what they want?

• We are experts and need to help 

• Are you in the customer’s world, helping them in their own mind set?



Digital Only?

Is ‘Digital Only’ possible?

Machines are good at:
• Hard sums - quickly

• Drawing pictures, interactivity

• Following procedures

Humans are good at:
• Sense checking

• Explaining things

• Assessing understanding

• Assessing vulnerability

• Creating rapport, encouraging 

and motivating



Technology Enabled  
Retirement
Centralised Investment Proposition



Ongoing advice – where is the heavy lifting?

Traditional advice process

Digital retirement advice

1. Automated set-up of CIP

2. Ongoing monitoring and rebalancing of funds

3. Potential for mass customisation

Centralised Investment 

Proposition

Factfind

1. Automated collection of data from back office / 

providers

2. Co-creation of financial plan

3. Explain customer trade-offs – real time 

education

4. Checks customer understanding on-line

Suitability Letter

Advice Solution
1. Advice automatically generated

2. Tailored advice for an individual’s needs

3. Exits to F2F when appropriate

1. Automatic generation of suitability letter

2. Automating the transactions

Monitoring

1. Links data to ongoing reviews

2. Automated monitoring of plans

3. Alerts to client if plan goes off-track

4. Slimmed down annual suitability check



The time taken to review clients in retirement is only 

going to increase over the next few years as is the time 

taken to manage client’s investment portfolio unless 

steps are taken.  

19%

18%

14%

10%

12%

10%

17%

0% 5% 10% 15% 20%

Reviews for existing Clients pre-retirement

Reviews for existing Clients in-retirement

Preparing advice recommendations for new
clients

Executing client decisions

New client engagement & fact-finding

Managing the Client investment portfolio

Other - e.g. Compliance T&C, training/CPD

What do Advisers currently do with their time?

27Source: Internal data - Adviser Quest Q2 2018



The time taken to review clients in retirement is only 

going to increase over the next few years as is the time 

taken to manage client’s investment portfolio unless 

steps are taken.  

All of these tasks highlighted could be supported 

better within the business by adopting Professional 

Portfolio Manager, therefore freeing up resources 

to either attract new clients or spend more time 

with existing clients. At the same time removing 

risk from the business.

19%

18%

14%

10%

12%

10%

17%

0% 5% 10% 15% 20%

Reviews for existing Clients pre-retirement

Reviews for existing Clients in-retirement

Preparing advice recommendations for new
clients

Executing client decisions

New client engagement & fact-finding

Managing the Client investment portfolio

Other - e.g. Compliance T&C, training/CPD

What Advisers could do with their time?

28Source: Internal data Adviser Quest Q2 2018
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How many model portfolios are you 

really managing?

If you manage your model portfolios in house, every change you make increases the total number of portfolios 

under management. This equates to more administration and therefore more cost to your business.

Suppose you have 100 clients invested in a 

model portfolio and  that over the course of 

the year you make four changes to the 

model portfolio – one change every quarter. 

If your typical client response rate is 75% 

this means that your one original portfolio 

will have expanded to four distinct portfolios 

by the end of the year.  

That’s more administration burden, more 

cost and more risk to your business for 

each model that you manage.  

Redundant portfolio – all clients who responded have been placed in a single, updated portfolio



Conundrum Peace of mind

Client 
Instruction

Professional 
Portfolio 
Manager

Effort and 
Risk

Efficient 
business with 

capacity to 
cope with 
increased 
demands

Client instruction to rebalance portfolios has never been the issue. The issue has always been that the onus is on the adviser to do this 

manually and schedule in the time to do so. Professional Portfolio Manager does this for them – get client instructions, input them to the 

platform and reduce time, effort and risk from your business.  
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How Professional Portfolio Manager 

Solves The Conundrum

Easy as 1, 2, 3

1
Wrap Professional Portfolio 

Manager delivers the 

centralisation of specialist 

functions and process 

automation allowing 

advisers to scale their 

business and reduce risk in 

the manual process.  

Allowing the adviser to 

spend more time with their 

clients.

2
Features include an 

efficient process for 

excluding clients from 

individual rebalances 

while retaining them in the 

model portfolio and 

avoiding portfolio 

proliferation. 

3
Ability to use multiple 

portfolios to match a client’s 

goals and needs, such as 

retirement income or inter-

generational wealth transfer.

31

The value of the fund can go down as well as up and they may get back less than was paid in.



Summing-up



• The technological revolution is just beginning

• Customer need is compelling so adoption may be quick

• If successful it will massively increase the capacity of the advice industry as costs reduce and advisers 

can process more customers

• Propositions may become more restricted in the short term, but the range is likely to extend to meet the 

needs of most

• Bespoke solutions will be rare

• Humans will remain essential for the foreseeable future

• Key differentiators are likely similar to now:

• Ease of use for advisers and end clients

• Range of functionality

Summing-up



The information in this presentation should not be regarded as financial advice. If you are unsure of any 

of the terminology used you should seek financial advice. 

Standard Life accepts no responsibility for any advice given on the basis of the views provided here. 

References in this presentation to legislation and tax are based upon Standard Life’s understanding of 

UK law and HM Revenue & Customs practice in the UK at November 2018. Tax & legislation are likely to 

change, the value of tax benefits will depend on individual circumstances. 

The value of investments can go down as well as up, and may be worth less than originally invested. 
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1 George Street, Edinburgh, EH2 2LL

Standard Life Client Management Limited is authorised and regulated by the Financial Conduct Authority.
www.standardlife.co.uk

Standard Life Savings Limited, provider of the Wrap Platform, is registered in Scotland (SC180203)  at 1 George Street, 
Edinburgh EH2 2LL. Standard Life Savings Limited  is authorised and regulated by the Financial Conduct Authority. 

www.standardlife.co.uk 
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Providing digital advice with 
One Financial Adviser
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The issues we set out to explore

The needs of consumers highlighted by the introduction of pension freedoms and 
automatic enrolment

The need for affordable and accessible advice

The ability to put innovation to the test through the FCA Sandbox

The changing environment has 
significant opportunities for 
automated regulated advice
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Test environment for new propositions in a controlled environment that’s safe for consumers 

Testing in the FCA sandbox

• Proposition must be significantly different from any current offering in the market 

• Idea must provide benefit to consumers

• Regulated proposition needing to be tested with real consumers

• Measures must be in place to ensure no possible detriment to consumers 

• No relaxation in penalties for regulatory failures

• Test to run for maximum of six months

To test in the Sandbox, you have to meet certain principles:

FS Forum
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What we did:

Testing in the FCA sandbox

• Created One Financial Adviser, a wholly owned subsidiary of EValue

• Applied for One Financial Adviser to be directly authorised to give advice by the FCA as part of the Sandbox application

• Tested a “Fully automated, digital advice service, provided to employees in the workplace to provide a personal recommendation on how 
much to contribute and where to invest their employers pension to meet their retirement goals”, but with 100% CF30 compliance file 
review to ensure good consumer outcomes.

• Key areas to test

• Employee engagement with a digital advice process

• Our ability to provide financial planning and a compliant personal recommendation on a fully automated basis

• The amount of support employees need to use the service

FS Forum



Pre-retirement: Factfind and needs analysis
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One Financial Adviser

• Customers place value on a personal 
recommendation

• The system is proven to provide 
digital-only regulated advice

• Comprehensive factfind and needs 
analysis

FS Forum



Pre-retirement: summary of objectives
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One Financial Adviser

• Advice based on clear customer 
goals

• Help with setting target retirement 
date and how long money should 
last

FS Forum



Pre-retirement: initial feedback on consumers objectives
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One Financial Adviser

FS Forum



Pre-retirement: forecast based on affordability
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One Financial Adviser

FS Forum



Pre-retirement: adding in property assets
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One Financial Adviser

• Property is increasingly a source of 
retirement wealth

• Financial Plan can be adapted for 
allow for releasing equity from 
residential property

FS Forum



Pre-retirement: achieving an affordable objective
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One Financial Adviser

• Clearly presented option to show 
trade off between priority goals and 
affordability

FS Forum



Pre-retirement: the report proving the recommendation
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One Financial Adviser

FS Forum
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Example output document and recommendations

One Financial Adviser

FS Forum
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Consumer feedback some interesting highlights

Results from the sandbox

Will you act on the advice you received?

Yes
30%

No
15%

Maybe
55%

Yes No Maybe

How frequently would you like to access a service like this?

13%

62%

17%

8%

Once Annually Quarterly Monthly
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Key learning points

Results from the sandbox

• We are happy that we can provide a compliant automated advice service at an acceptable (to One Financial Adviser) level of 
business risk

• Employees were positive about the service and most valued the service over and above simple forecast tools

• The amount of support needed for customers using the tool was lower than anticipated, with most users completing the 
process without support

• Data integration is essential to reduce errors and maintain employee motivation during data entry

• Employers indicated they would have seen higher demand if the service and advice had included advice for those at or 
approaching retirement
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Roadmap to roll out other areas of advice

Now Launch Q2 2019 + 6 months + 12 months + 18 months

1. Pre-retirement

Advice on contributions and investment strategy required to reach a 
retirement income objective

2. Retirement accumulation tax planning

Advice on annual and lifetime allowances

3. Investment

Advice on purchasing an ISA and GIA using risk managed multi-asset 
funds

6. Protection

Advice on need for and level of Life cover, PHI and Critical Illness

7. Pension Consolidation

Advice on consolidation of DC pensions into current employer’s plan or drawdown 

plan

8. In retirement 

Advice on investment allocation, withdrawal level and drawing income from 

different tax wrappers in a tax efficient way 

4. At retirement 

At-retirement advice on annuity and drawdown split and use of tax free cash 

5. Financial health check

Diagnostic tool to prioritise actions to improve a consumer’s financial 
wellbeing (Debt, saving, wills, protection cover levels, retirement saving etc.)

9. Asset allocation optimisation

Goal based outcome optimisation allocation
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Following positive feedback , we’re building the at-
retirement automated advice process

• Likely delivery in April 2019

• Built on the EValue digital advice platform

• Designed to address the barriers to engaging 
consumers and providing compliant advice on a 
fully automated basis

What we’re building now

Initial market segmentation:

• Customers aged 55 or over looking to access 
pension savings within the next 6 months

• Customers with £20-£250k pension assets

• May be employed and have a workplace plan or a 
personal pension (whether or not still 
contributing)



FS Forum 57

What we’re building now

Advice scope to cover:

• A financial plan and a personal recommendation

• Financial plan based on all assets and liabilities

Recommendation restrictions:

• Action in light of all personal circumstances with current 
workplace / personal pension plan

• If flexi-access drawdown is recommended, the provider will be 
a suitable plan provided by the partner 

• Annuity recommendation is whole-of-market
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At-retirement advice scope

FS Forum

Decision on whether immediate retirement is viableFull financial planning journey

If it is: users get a suitability report around income 
and/or lump sum in retirement, and pension death 

benefits for financial dependents

If it isn’t: users get a step-by-step journey to 
potentially improve their forecast
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• How to draw pension benefits 

• When to draw income from assets and order of drawing

• An investment strategy 

• Pension switches (non safeguarded benefits only)

• Pension top-ups up to the Annual Allowance 

• Investment strategy on legacy products 

• Ongoing service updates

At-retirement advice recommendations

FS Forum
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X Estate planning advice 

✓ Estimate of estate liable to IHT on death

✓ Guidance on wider issues that affect this age group

X Recommendations on approaches for funding long term care

X Info on IHT implications of gifting lump sums

✓ Advice on transfers in excess of annual gifting allowances

✓ Encouragement to take more time over decisions if self-declared as ‘vulnerable’ and to use the support service

X Consumers who may be over or close to the Lifetime Allowance

✓ Directed to an appropriate service if excluded

At-retirement advice exclusions

FS Forum
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Illustrative Advice :

• Michael can retire (if no PCLS is 
gifted to children)

• Vests 110k of pension assets, uses 
PCLS to pay off mortgage and 
crystallised pension to buy 
annuity to cover essentials from 
state pension age when also 
receiving his state pension and 
previous employers DB pension

• Draws down on remaining DC 
pension over next few years, using 
PCLS as tax free income and Flexi-
access drawdown

• Draws down in remaining non 
pension assets to age 75, after 75 
left with just guaranteed income 
covering essential expenses

FS Forum



This document is a summary of the business to business presentation for the 
Financial Services Forum. The slides showing advice related material aim to 
demonstrate EValue’s capabilities and examples of services provided for its directly 
authorised advisory firm, One Financial Adviser Ltd (formerly Moneybee Ltd). This 
presentation and document is not personal regulated financial advice and any 
examples on screen are for example purposes only and should not be acted upon. 
This presentation and document are not an invitation to use a regulated service or 
enter into a transaction.
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