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Strategies for wealth managers to meet the unique needs of today’s investors




Executive Summary

The Canadian wealth management industry is at a turning point. Rising client expectations and tighter
regulation demand a shift from standardized models to hyperpersonalized advice. The firms that thrive will
deliver scalable personalization powered by technology.

This ebook serves as a strategic roadmap for financial advisors, portfolio managers, and executives seeking
to transform their operations through technology-enabled personalization.

It explores the seven pillars that define successful modernization in Canada’s evolving regulatory and competitive
landscape:

Scale and integration

1. Tailored workflows & efficiency
2. Personalization across the firm stack

Loyalty and engagement

3. Building indispensable relationships
4. Moving beyond generic experience

Precision and objectives

5. Shifting from benchmarks to life goals
6. The necessity of true tailoring

Suitability and risk mitigation

7. When scalability meets scrutiny

Across these pillars, the message is clear: personalization is not just a differentiator; it is the new foundation of
performance, compliance, and trust.

In this context, technology is the catalyst, enabling advisors to deliver tailored experiences efficiently, with full
transparency and auditability.

Firms that master data-driven personalization will enjoy measurable advantages:
@ higher client retention,
@ stronger compliance,

© and sustainable growth.

In the era ahead, success will no longer depend on price or performance, but on understanding; turning every
client interaction into an opportunity to demonstrate value, empathy, and trust.

The future of wealth management lies in personalization, powered by
technology, at the solution, client, and portfolio levels.
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The Canadian investor's unique demands

Why “one-size-fits-all” is no longer viable

For decades, wealth management relied on standard-
ized processes and model portfolios. Today, half of
Canadian investors demand a service reflecting their
unique life path. Globally, 71% of the mass-affluent
market expects tailored attention and 76% feel frus-
trated when they don't.

Despite this strong demand, 60% of investors report
their financial advice relationships lack personaliza-
tion, according eMoney Advisor, which reveals a ma-
jor market opportunity for firms that adapt. Indeed,

firms excelling in personalization generate 40% more

revenue than those that don't.

The regulatory environment

Canada'’s regulatory framework increasingly empha-
sizes suitability and clients’ best interests. Standard-
ized offerings often fail to address complex, individu-
alized needs, especially around tax and risk.

This growing rigor, paired with higher documentation
requirements, underscores the need for adaptable
technology that enables the delivery of compliant,
personalized advice.

Meanwhile, global tech entrants, though strong in
UX and data processing, lack the regulatory depth
essential to Canada’s market.

What do Canadians 47%

investors want?

The freedom to pursue their
passions as a main goal

This shift is driven by two main forces:

@ Competitive pressure: fintech disruptors and
major institutions are redefining digital person-
alization, compelling all players to adapt.

Generational transfer: the $1 trillion wealth
transfer expected over the next decade intensi-
fies pressure on advisors to demonstrate value
beyond returns. As younger generations inherit
wealth, demand for values-aligned investing
(ESG/SRI) and interactive, transparent reporting
is rising sharply.

®

Here lies the advantage of Canadian WealthTech:
compliance-first solutions built on unified data
architecture, enabling deep functional capability and
precise local reporting.

In an age of trust and auditability, the choice is be-
tween generic convenience and specialized, secure
expertise. Purpose-built for Canadian regulation,
domestic WealthTech ensures advisors remain their
clients’ most trusted partners.

57% 45%

Personalized
advice

Trust in their
advisor
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Ebook roadmap

Over the following chapters, we will explore the comprehensive framework for personalized wealth manage-
ment, broken down into eight essential pillars. We will detail how successful institutions are moving from
concepts to execution across these critical areas:

Scale and integration

Loyalty and engagement

Precision and objectives

é) Suitability and risk mitigation
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Scale and
integration
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@ Tailored workflows & efficiency

The critical role of technology

For Canadian wealth management firms, the chal-
lenge of personalization is delivering a highly cus-
tomized experience while maintaining efficiency and
profitability. The solution lies not in more staff, but in
empowering advisors through a solution that is itself
personalized and intelligent. A tailored client experi-
ence cannot rely on fragmented or generic tools.

The priority is time. Advisors spend about 40% of their
week (22 hours) on administrative work like manual
reporting instead of client interaction.

This burden is the most significant frustration for
81% of them. More precisely, 45% identified manual
monitoring of client portfolios as the most significant
frustration with their current technology setup.

However, automating administrative processes in-
creases billable time and can drive over $500 billion

in additional revenue for financial services.

Time dedicated to administrative work

@ O

hours a week
per advisor

believe it's
too much

40%

could be
automated



https://aveni.ai/blog/generative-ai-for-financial-advisers/#:~:text=The%20numbers%20tell%20a%20stark,revenue%20or%20build%20client%20relationships.
https://aveni.ai/blog/generative-ai-for-financial-advisers/#:~:text=The%20numbers%20tell%20a%20stark,revenue%20or%20build%20client%20relationships.
https://www.fa-mag.com/news/as-clients-demand-personalization-wealth-managers-lament-technology-shortfall--says-msci-81107.html?print
https://www.fa-mag.com/news/as-clients-demand-personalization-wealth-managers-lament-technology-shortfall--says-msci-81107.html?print
https://www.capgemini.com/fr-fr/actualites/communiques-de-presse/lautomatisation-intelligente-pourrait-generer-un-gain-de-512-milliards-de-dollars-pour-le-secteur-des-services-financiers-dici-2020/#
https://www.capgemini.com/fr-fr/actualites/communiques-de-presse/lautomatisation-intelligente-pourrait-generer-un-gain-de-512-milliards-de-dollars-pour-le-secteur-des-services-financiers-dici-2020/#

From generalist to specialist support

An efficient wealth management solution must adapt to the advisor's
model: discretionary, planning-focused, or niche. It should automate routine
tasks freeing advisors to focus on what truly differentiates them: trusted,
high-value client relationships.

This requires the solution to enable:

0 Automated tasks: streamline compliance, rebalancing and reporting to
free time for strategic client engagement.

Q Custom dashboards: provide role-specific views; a private wealth advisor’s
needs differ from those focused on mass-affluent accounts, emphasizing
that solution customization must serve all client segments.

Q Unified data: act as the central hub integrating third-party solutions (CRM,
rebalancing, and reporting tools) to eliminate duplication and compliance
risk.

Advisor personalization as a talent driver

Beyond efﬁciency, a personalized wealth manage- Investing in platform customization
ment solution has become a magnet for talent. Top . . ..

portfolio managers now choose firms offering directly boosts advisor productivity,
adaptable, intuitive solutions that enhance their Satisfaction and retention.

practice, not constrain it.

=,
r o 3

.




Actionable checklist

1 Quantify the gap

Measure advisor time on manual tasks and target 40% for automation.

2 Workflow audit

Validate that dashboards and views are tailored to each advisor segment.

3 Data unification

Ensure solution data (CRM and PMS) are fully synchronized to reduce manual entry and compliance
risk.
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@ Personalization across the firm stack

The fragmentation problem: the enemy of hyperpersonalization

For large banks and wealth management firms, the This siloed setup creates a “broken client journey,”

main obstacle to hyperpersonalization is internal where insights gained in one system (e.g., a planning
fragmentation. Delivering a truly personalized client  tool) cannot be seamlessly executed in another (e.g.,
experience requires a seamless, unified data view. trading). For executives, solving integration is the

Yet, many institutions still depend on disconnected essential first step toward scalable personalization.
legacy systems: CRM here, PMS there, and separate
tools for planning and reporting.

Benefits of workflow personalization

A -
ud e

Management Streamlined Enhanced client
insights audits experiences
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The power of the unified data core

Client satisfaction drops sharply by as much as 143 points when investors
doubt the security of their data. Unification is therefore both a personal-
ization and a trust imperative. But true integration requires that all client
information, including demographic, behavioral, tax, and goal-based, flows
through a central, unified data core.

This demands a shift in technology strategy:

Q Open architecture: seamless data flow across internal systems and trusted
third-party solutions.

Q Single source of truth: eliminating silos ensures advisors access accu-
rate, current client profiles for timely, personalized actions.

0 Automated hand-offs: updates in one system (e.g. financial planning risk
profile) should instantly adjust tolerances in the PMS, reducing errors and
manual work.

Personalization for the firm

Integration enhances not only client experience but U |timate|y a unified stack
firm intelligence. Executives gain real-time visibility '

into performance, risk, and satisfaction. Compliance transforms fragmented
teams benefit from simplified, auditable data trails. departments into a Coordinated,

client-centric ecosystem.

T—


https://financialpost.com/pmn/business-wire-news-releases-pmn/wealth-management-clients-in-canada-embrace-mobile-apps-and-websites-that-deliver-personalized-advice-and-guidance-j-d-power-finds#:~:text=Data%20security%20is%20crucial:%20Overall,their%20information%20being%20very%20secure.

Actionable checklist

1 Silo detection

Identify data sources that don't sync in real time.

2 API-first strategy

Invest in platforms built on open architecture and modern APls.

3 Scenario test

Verify that goal, or risk, updates flow automatically across systems.
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Loyalty and
engagement
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@ Building indispensable relationships
Beyond performance

In a world where investment performance is By leveraging insights from behavioral finance and
increasingly commoditized, the real differentiator is acknowledging that client decisions are shaped by
client retention. For executives, personalization trans-  emotions and experience, firms can build lasting
forms the advisor from a transactional role into an loyalty. Indeed, a strong 82% of wealth management
indispensable partner. professionals believe that firms embracing hyperper-
sonalization will outperform their competitors.

EY 82% 4 20%

of wealth management boost of client retention
professionals believe thanks to personalization
personalization is key to

success



https://lumenalta.com/insights/why-personalization-at-scale-is-now-a-business-priority-in-wealth-management
https://lumenalta.com/insights/why-personalization-at-scale-is-now-a-business-priority-in-wealth-management
https://lumenalta.com/insights/why-personalization-at-scale-is-now-a-business-priority-in-wealth-management
https://www.numberanalytics.com/blog/personalization-banking-finance-stats

Harnessing behavioral data for proactive service

Technology enables advisors to anticipate needs, not just react:

Preferred communication style: match tone and format to each client’s
personality: detailed for the cautious, concise for the action-oriented.

Proactive life-stage triggers: automated alerts prompt advisors when
milestones approach (e.g., RRIF withdrawals), reinforcing timely, relevant
engagement.

The value of emotional alpha

By managing emotional and behavioral risk This trust-based engagement
through personalized service, advisors deliver ¢ th | It d sianifi il

“emotional alpha”, a value unattainable through strengtnens loyaity an Sl.gﬂl ICantly
generic tools. reduces client churn.
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Actionable checklist

1 Behavioral decoding

Identify investor profiles (e.g., loss aversion) and adapt messaging accordingly to counteract emotional
reactions during market volatility.

2 Preference mapping

Record tone, frequency, and channel preferences in the CRM.

3 Measure CLV

Quantify lifetime value of personalized relationships to support investment in personalization.

THE 7 PILLARS OF PERSONALIZATION IN WEALTH MANAGEMENT: THE CANADIAN CONTEXT
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@ Moving beyond generic experience

Clarity and relevance

Reporting sits at the crossroads of regulation and Because goal pursuit is what truly motivates investors,
comprehension. Compliance requires detailed docu-  reports must be personalized to translate complex
mentation, often producing dense reports that over-  data into clear, goal-based narratives, scaling the high-

look investors’ primary need: understanding. touch service once reserved for HNW clients.

While only 13% of wealth management firms send While 34% of investors say they would increase their
customized communications, studies confirm that investments if they received a truly hyperpersonalized
it's not performance but understanding that drives experience, advisors can't personally brief every client.
investors to seek professional advice. Therefore, Smart personalized video reporting bridges that gap.
failure to address this is a serious oversight. This technology helps investors retain 9.5 times more

information and investors are 75% more likely to en-
For many Canadian investors, the standard portfolio  gage than with static reports. This allows advisors to
statement remains confusing and alienating, accord- spend meetings on advice instead of explanations, as
ing to the Financial Consumer Agency of Canada. clients arrive informed and confident.
Jargon-heavy, return-only reports fail to answer
the essential question: “Am I on track to reach my
goals?”

Enabling proactive engagement

e mo X

Interactive Preferred Video and
dashboards: channels: Al integration:

24/7 access for trans- alerts and summaries transform static reports into
parency and control. via portal. dynamic, Al-driven video sum-

maries that enhance compre-
hension and retention.

” !|:' 'n I ¢
ENT: THE QANADIAN CONTEXT
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https://www.industrialthought.group/the-importance-of-personalization-for-uhnwis/
https://files.eric.ed.gov/fulltext/EJ1199115.pdf
https://www.canada.ca/en/financial-consumer-agency/programs/financial-literacy/financial-literacy-strategy-2021-2026.html
https://www.accenture.com/content/dam/accenture/final/a-com-migration/r3-3/pdf/pdf-162/accenture-wealth-management-consumer-report-new-state-of-advice.pdf
https://www.croesus.com/wp-content/uploads/2025/09/Brochure-Croesus-Vidia-EN.pdf
https://www.croesus.com/wp-content/uploads/2025/09/Brochure-Croesus-Vidia-EN.pdf
https://www.croesus.com/wp-content/uploads/2025/09/Brochure-Croesus-Vidia-EN.pdf
https://www.croesus.com/wp-content/uploads/2025/09/Brochure-Croesus-Vidia-EN.pdf

The need for customized goal-based reporting

Personalized reporting shifts focus from generic benchmarks (indice performance)
to personal outcomes (retirement, education, philanthropy).

Effective solutions should include:

Q Humanized communication: smart personalized video messages explain-
ing performance and market events in relatable, empathetic terms.

Q Goal tracking: dashboards showing progress for each objective, enabling
advisors to discuss the status of key life goals with the client.

0 Narrative insight: clear commentary replacing dense tables, linking key
decisions to outcomes.

Q Custom metrics: reporting on metrics that matter most to the individual
client. e.g. of tailored indicators: ESG scores for impact investors.




Actionable checklist

1 Flexibility audit

Verify that reports adjust by client segment.

2 Narrative definition

Define each report’s story beyond numbers.

3 New channel pilot

Test personalized video updates and track engagement.

4 Readability measurement

Gather client feedback to refine clarity and flow.
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Precision and
objectives
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® Shifting from benchmarks to life goals

The fragmentation problem: the enemy of hyperpersonalization

Traditional wealth management sought to outper- Yet 43 % of millennial full-service investors still lack a
form benchmarks. Modern, personalized wealth documented financial plan, underscoring the opportu-
management focuses instead on achieving each nity.

investor’s life goals. While clients still track market

performance, their primary concern is whether they Goal-based investing (GBI) provides the structure for
are on track to meet their personal objectives, such this approach, dividing wealth into specific “buckets,’
as retiring on schedule, funding education, or buying  each tied to a unique objective, timeline, and success
a vacation home. probability.

Aligning strategies with objectives is a key satis-
faction driver. Firms offering dynamic, personalized
planning report 34 % higher satisfaction scores.

Focusing on outcomes, not performance

This approach transforms how advisors discuss success.
The conversation moves from market performance to life
outcomes, grounding every recommendation in the client’s
personal narrative. It strengthens trust and positions the
advisor as a lifelong partner in achieving key milestones.



https://www.accenture.com/content/dam/accenture/final/a-com-migration/r3-3/pdf/pdf-162/accenture-wealth-management-consumer-report-new-state-of-advice.pdf
https://www.jdpower.com/business/press-releases/2024-canada-full-service-investor-satisfaction-study

Dynamic personalization

Personalization must evolve with life events. A truly dynamic strategy
automatically adjusts to major changes without waiting for the next quarterly review.

This adaptability enhances both risk management and satisfaction:

Q Life event triggers: instantly model the impact of events
(inheritance, business sale, job loss) on multiple goals.

0 Scenario planning: run real-time what-if simulations to show how portfolio
changes affect goal probabilities.

0 Proactive re-alignment: rebalance portfolios relative to goal health: lower
risk when ahead of plan, raise awareness when falling behind.




Actionable checklist

1 Define goal buckets

Segment client assets by objective, timeline, and success probability.

2 Scenario capabilities

Ensure platforms support real-time what-if simulations.

3 Integrated Planning

Ensure the planning tool and the Portfolio Management System (PMS) share the same data, making
goal updates and scenario planning actionable.
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® The necessity of true tailoring

Beyond model portfolios

The next competitive frontier isn't performance; it's True customization recognizes that every dollar has a

personalization powered by technology. Indeed, 78%  unique purpose, timeline, and tax implication.

of affluent investors consider portfolio customization

essential according to a 2025 Cerulli research. For Canadian wealth managers, the shift is from
mass segmentation to mass customization, which

Historically, personalized management meant assign- means building unique portfolios at scale. Clients

ing clients to one of a few model portfolios (conser-  who feel their portfolios are truly customized are far

vative, balanced, growth). That’s no longer enough. less likely to leave, even in volatile markets.

Behavioral customization

Personalization also means aligning with how clients actually behave, not just how they say they invest.
Beyond traditional risk questionnaires, managers must factor in risk capacity and behavioral biases through:

3 o

Custom constraints: Tactical deviations:
client-specific rules (e.g., sector caps, allowing controlled flexibility to act on deep
holding periods). client insight while maintaining compliance.

The ultimate goal is a resilient, client-centric portfolio
experience that endures volatility and strengthens long-
term trust.
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Integrating external mandates and values

Advanced customization must easily incorporate In the 2020 RIA Investor Opinion Survey, 75% of
mandates beyond risk and return. This is most investors said they want providers to inform them
evident in the growth of Environmental, Social, and about responsible investment options. Many are will-
Governance (ESG) and Socially Responsible Invest-  ing to accept minor benchmark deviations to align
ing (SRI). portfolios with personal or corporate values.

The challenge for wealth managers lies in:

Q Sourcing: accessing a broad universe of ESG-screened securities.

0 Implementation: embedding filters seamlessly within the portfolio manage-
ment system (PMS) without creating compliance or operational friction.

Q Reporting: demonstrating that the portfolio meets non-financial man-
dates. (e.g., ESG scores, values-based screens).

s
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Actionable checklist

1 ESG Mapping

Systematically integrate ESG/SRI preferences into construction workflows.

2 Constraint Integration

Ensure your PMS can scale personalized constraints efficiently.

3 Behavioral Assessment

Include tools capturing both stated risk tolerance and real behavioral patterns.
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Suitability and
risk mitigation
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@ When scalability meets scrutiny

The personalization paradox

For management and compliance officers, hyper- In Canada'’s regulatory environment, focused on
personalization can appear paradoxical: the more suitability and client best interest, every personalized
unique the service, the harder it becomes to stan- decision must be traceable, justified, and recorded.

dardize, document, and audit. Yet leading firms un-
derstand that modern, data-driven personalization is
precisely what enhances compliance and auditability.

Personalization as risk mitigation

Executed through a robust solution, personalization becomes a risk-control mechanism:

fal) =

Consistency and scale: Simplified audits:

technology enforces personalized rules (e.g., ESG auditors can instantly access the full history
filters, sector caps) across thousands of accounts, of personalized actions, directly linked to each
minimizing human error. client’s profile. This accelerates review and

boosts transparency.

An auditable personalization engine transforms complex
client data into compliant, verifiable instructions, protecting
the firm while strengthening trust and service quality.
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The regulatory imperative

Evolving regulations demand granular documentation of suitability.
A unified platform dramatically reduces preparation time and ensures transparency.

Effective compliance in a personalized world requires technology
that automatically generates an unalterable audit trail for every
critical advisor or system action:

0 Justification of deviations: when a manager makes a tactical trade deviat-
ing from the model to reflect a client’s tax or goal, the rationale and time-
stamp must be logged.

0 Suitability documentation: the platform should capture the full context (con-
straints, risk capacity, goals) proving that recommendations were suitable at
execution.

0 Pre-trade compliance: automated checks must validate that personalized
actions comply with internal and regulatory constraints.




Actionable checklist

1 Audit trail

Confirm each personalization generates a timestamped, immutable log.

2 Pre-trade compliance

Automate pre-trade checks for all personalized trades.

3 Suitability documentation

Standardize automated records linking each recommendation to specific goals and constraints.

THE 7 PILLARS OF PERSONALIZATION IN WEALTH MANAGEMENT: THE CANADIAN CONTEXT
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The personalization imperative

The Canadian wealth management industry is under- Those that master data-driven personalization will

going a profound transition, driven by more sophis-  be able to deliver advice that is more relevant, more

ticated client expectations, evolving regulation,and  transparent, and more resilient through market cy-

accelerating technology. cles, while simultaneously improving efficiency and
risk control.

In this context, personalization is no longer a differ-

entiating “nice to have”, it's the organizing principle By embracing this shift, Canadian financial advisors,

for how firms design their platforms, structure their ~ portfolio managers, and executives can move beyond

operations, and deliver advice. competing solely on price or historical performance.
Instead, they position themselves as indispensable

The seven pillars detailed in this document are not partners who connect every recommendation back

incremental upgrades. They are the foundational to the client’s life, values, and reality. Doing so, they
capabilities that determine which firms will earn the  increase trust, deepen loyalty, and support sustainable
role of primary advisor for Canada’s mass-affluent growth for the firm.

and high-net-worth investors.

-
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The champion of personalized
wealth management technologies

Croesus is uniquely positioned to help Canadian
firms turn this personalization imperative into daily
reality.

As a Canadian WealthTech partner focused on the
Canadian market, Croesus combines deep knowledge
of local regulation, tax considerations, and advisor
workflows with robust, modern technology.

Its solutions are used to manage more than $2 tril-
lion in assets for over 20,000 investment profession-
als, powering everything from portfolio construction
and rebalancing to goal-based investment monitor-

ing and client reporting.

Built on a unified data architecture and open integra-
tions, Croesus solutions are designed to support the
kind of hyperpersonalization described throughout
this ebook: scalable customization at the account
level, tax-aware decision support, ESG and client-de-
fined constraints, and clear, client-friendly reporting
that connects performance back to goals.

This combination of Canadian regulatory expertise
and advanced technology makes Croesus a natural
ally for firms that want to deliver truly personalized
wealth management at scale, with operational disci-
pline, and with the auditability that today’s environ-
ment demands.

For more information about how Croesus can help your firm implement
deeper personalization strategies, visit www.croesus.com or contact

our solutions team.
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