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Abstract

analyzes how the traditional advisory model, whereby the client ad-

could be altered by means of virtual advisory models. Based on sur-

and Austria, current preferences are analyzed in terms of advice 

characteristics, and future potential as well as obstacles to the virtu-

-

-
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POTENTIAL AND LIMITATIONS OF VIRTUAL ADVICE IN 
WEALTH MANAGEMENT 

-

analyzes how the traditional advisory model, whereby the client advis-

be altered by means of virtual advisory models. In the process, it is 

-

-

1 

While the conclusions of this study can applied to other wealth man-

-

-

sive virtualization of this process will be discussed. 

INVESTMENT ADVISORY SERVICES

Today’s structured advisory process

phases, which rotate around the central question of “how to invest 

-

-

-

all customers are able to identify their investment needs themselves. 

-

-

or the relevant currencies in the second phase. In the third phase, the 

-

Nowadays, it is common practice that this so-called “structured ad-

-

-

-

process, it has become quite common that, by means of simulation 

-

While there is an interface between the customers and their advis-

-

-

communicated from the adviser to the customer. 

-

Approximately three quarters of these are telephone calls and 

show, the penetration of pure virtual forms of interaction with the 

1 

behavioral characteristics.
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importance. In terms of quality and the density of interaction, an 

email cannot realistically be compared with a personal conversa-

tion. In any case, it is clear that the interaction is already very much 

Advisory concept
-

-

-

on the provisions of the MiFID, which states that “investment ad-

-

-

put into question and has to be actively produced, similarities no lon-

-

-

-

-

-

resistances – these are all components of a comprehensive under-

to successfully deal with a question or a problem; rather, it helps to 

perspective is much broader and strives to achieve what advisory 

-

-

-

-

nitional embodiments, it is apparent that advisory related to wealth 

ADDITIONAL SERVICES IN WEALTH MANAGEMENT

Complex additional services
Advisory services, as described above, is the most important service, 

other important services, especially in circumstances when clients 

-

Phone calls 
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Secure mails/chats in 

online banking tool 

Video conferencing 

Personal meetings 

Personal meetings 

around banking events 

Other forms of contact 

0 1 2 3 4 5 6 7 8 9 

Big bank 

Private bank 

Local bank 

Online bank 

Figure 1 – Form and number of contacts with client advisers per year (compared 

according to banking groups)
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-

-

-

-

-

now provided almost exclusively in personal consultations and, also 

-

the complexity of these requirements, and the environment within 

which such consultation is provided, the advisors need to possess 

-

tify where and how to obtain the best advice for the client. 

Additional value generating functions

and the related customer allocation to a client adviser (client acqui-

-

-

in this consideration as quite relevant.

Client acquisition, adviser selection, and matching

-

-

professional and interpersonal factors at the level of sympathy play 

-

-

customer to a client adviser is determined either by the recommen-

dation relationship or, often, quite randomly, with a client adviser be-

decision, because they are not able to choose from a variety of cli-

preferences. 

-

-

-

-

-
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On-boarding
-

sition, which still receives little attention in discussions about the 

-

-

should be performed more frequently and easily, the question aris-

new customer. For more complex customer situations, an account 

-

-

be improved in terms of quality by means of specialization. 

Holistic wealth management 

wealth of an individual is a central aspect of holistic advisory. In this 

process, the main question is which provider has the overall view 

-

data across all asset classes. In addition, it is usually the customers 

themselves who avoid such a concentration of power with a provid-

-

is as soon as complex investments with alternative asset classes 

The entire perspective on wealth management services

that the current perspectives of robo-advisers are based almost 

exclusively on a narrow view of the advisory process and not the full 

POTENTIAL FOR VIRTUALIZATION

Standardization versus complexity
In order to provide a service virtually, it has to be possible to map it 

-

-

individual preferences. It is conceivable that certain easily standard-

-

could be forced into more complex advisory services. However, such 
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Figure 2 – Wealth management value chain
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-

-

-

a certain measure of expertise is required in order to feed a more 

-

learn from experiences of other industries that have only partially 

posture, demand the involvement of an individual. Is the customer 

-

Dimensions of virtualization
-

Virtualization of the interaction:

-

versation. A virtualization of this communication environment can 

Virtualization of the advisory content: -

question is whether the advice has been created by a human in-

From these two dimensions, the conceptual forms of advisory shown 

-

-

lution of this advisory model is the hybrid advisory model, in which 

the customer relationship is still dominated by the client adviser but 

chat features, or video telephony. Moreover, the customer has the 

Complexity of service 
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Figure 3 – Potential for virtualization
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Figure 4 – Virtualization dimensions
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-

could be advisory represented by an avatar, which could connect 

RELEVANT CONSIDERATIONS BEYOND VIRTUALIZATION

Trust

-

-

Regulation
-

processes that clients have to follow allows for an uninterrupted 

-

customers cannot behave in a way that is not compliant, and con-

-

ant. However, a virtual customer relationship may undermine the 

-

-

-

the question arises as to whether the personal relationship with the 

-

testament contract by e-mail on the basis of the calculated probabil-

ity of such a scenario. 

Service integration

-

-

the service does not include plain vanilla products. It is precisely in 

-

-

-

-

-

The relevance of human interaction 

-

-

-

issues online, while those who are severely ill visit a doctor. A dom-

-

In addition to the use of virtual advisory in the health sector, the use 

-

The Capco Institute Journal of Financial Transformation
Potential and Limitations of Virtual Advice in Wealth Management



52

-

-

far that avatars will be able to be involved in a real advisory situation 

easily standardized elements.

-

al environments where advisory is replaced by a machine. A per-

son seems to still trust a human counterpart more than a machine. 

In interaction, the machine is far from able to replicate the subtle 

and varied communication and interaction patterns of a person.

Today’s client preferences
-

-
2 of private 

-

-

-

the client adviser.

-

adviser is.

-

-

-

-

 

-

-

spondents are open minded in terms of a hypothetical use of future 

-

-

-

rises to 45%. 

-

-

2 
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results of previous surveys shows that, in some areas, the older 

-

-

-

-

well as to the hypothetical use of online services in the future. 

-

-

context, the totality of the surveyed customers, which is representa-

Digital deniers: the client has a personal adviser and does not 

Hybrid client: the client has a personal adviser and uses virtual 

Mostly digital: the client has no personal adviser and more than 

Fully digital:

-

tomers today. 

-
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Figure 5 – Degree of digitalization of wealth management customers
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Figure 6 – Use of online services by hybrid customers
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Hybrid customers can be analyzed further with respect to their use 

of online services and their quantitative distribution. In this process, 

Information seeking client: i.e., enquires about portfolio informa-

-

tunities. 

Advice seeking client: i.e., stay in touch with the client adviser 

and is advised by the client adviser via the internet.

Transaction-seeking client:

-

advice.

In a prospective consideration, the question of which tendencies the 

digital deniers, only 12.5% of respondents said that 

hybrid customers

from a third party.

digitals -

-

Dimension A, therefore, represents the potential of a primarily vir-

tual interaction with the customer advisor. Dimension B shows the 

potential for an elimination of the client adviser, while dimension C 

potential of these dimensions, the totals of A, B, and C are presented 

of such a service. 

ROBOADVISER & CO.

the area of robo-advisers. A robo-adviser is an online investment 

platform that provides automated online investment advice and uses 

-

-

-
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Figure 7 – Use of online services by hybrid customers

The Capco Institute Journal of Financial Transformation
Potential and Limitations of Virtual Advice in Wealth Management



55

-

nancial adviser. 

-

-

-

-

ers. It seems that customers who, due to their small asset sizes, have 

a viable, low-cost investment solution that is within reach of even 

Investors with complex estate, business, or tax circumstances may 

-

idenced by the decline of self-directed investors – those who want 

2010, the population of self-directed investors has declined from 45% 

-

-

-

-

whether the information is accurate.

CONCLUSION

-

Mastering complexity: currently, robo-advisers are only able to 

-

-

the technical capability of hardware and software, as well as the 

Building trust among the target group:

-
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established providers. A mixed form in the sense of a reputation 

Financial expertise as a hurdle:

that is necessary for such use.

Replacing the customer advisor: if it is possible to produce an 

-

-

-

models, which provides a clear potential for hybrid advisory mod-

Pricing model:

-

Hybrid model favored:

with a client adviser is still important, or very important, for the 

FinTech challenge: 

-

-

-
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