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A PERFECT WORLD, NOW:

ost advisers know that their 
strengths are in delivering advice 
to clients. Many also agree that 
they spend too much time on 

tasks that could be handled by someone else. 
It seems as if many advisers are supporting 

teams that should be helping them.
Advisers should be freed up to focus on 

delivering only those services that need their 
core skills and should be supported by a 
combination of people and technology 
automation to drive efficiencies and deliver 
consistent, excellent client experiences.

It’s rare to find an advice practice in the UK 
that’s managing to get the balance right, 
where the adviser spends most of their time 
delivering good quality advice, but they do 
exist. In the most efficient instances, a single 
adviser works with up to 40 lower-cost 
support staff and para-planners, leveraging 
technology to collaborate and share 
workloads.

Most businesses live in a much more 
complex environment, with a collection of 
loosely or non-integrated single-purpose 
technology solutions spanning the middle and 
back office, and advisers still using paper for 
client engagement.

We continue to be amazed by advisers still 
handwriting fact finds and spending hours on 
suitability reports. Many feel obliged to give 
low value advice at cost, or even at a loss. 
Worse still, they cannot demonstrate 
business value and adequate controls when 
they come to sell their business, so are not 
maximising their own returns.

The main goal of any advice business is to 
provide the best client outcomes whilst 
building business value through customer 
retention. To achieve this, you need fully 
integrated systems and automation backed 
up by robust systems and controls. 

Some advisers still cling to the idea that 
their clients don’t want digital solutions 
either. They couldn’t be more wrong. The 

shift in technology adoption over recent 
years means that most people’s “personal 
computers” are now in their pockets, and 
they use them. A lot. 

Consumers now look for electronic 
solutions to more problems than ever 
before, including their finances.

Recent studies have reported 70% of high 
net worth individuals using online capabilities 
for banking yet only a quarter of wealth 
managers and IFAs offer any digital channels 
beyond email. 

It’s not about disengaging the client by 
forcing them to self-serve, it’s completely the 
opposite. It’s about bringing them closer. 
Digital solutions allow advisers to offer more 
information, more interactively, more 
frequently. It’s transformational.

The Solution:
Focus Solutions Group Ltd, a wholly owned 

subsidiary of Standard Life Group, have 
spent the last 18 months developing a new 
suite of propositions for the IFA market 
called the ‘now:’ range. These products have 
been specifically created to help advisers 
punch above their weight, bringing powerful 
collaboration, advice and modelling tools all 
built on our repeatedly proven omni-channel 
advice platform, focus:360°. 

Whilst Focus may not be well known in the 
IFA market, over the last 21 years just about 
every adviser will have used our technology 
somewhere. Often badged as part of 
another solution, our technology powers 
portals, provider extranets, network 
systems and retail banking experiences. 

This experience has given us the broadest 
range of front, middle and back office advice 
capability in the UK. Through the new “now:” 
range, these solutions are now available to 
the IFA market in a hosted environment, 
requiring minimal implementation and backed 
up with dedicated support services. 

Firms no longer need to buy separate 
practice management, cash flow and 
financial planning tools or put up with the 
problem of data spread across multiple 
systems and paper.

This new world enables everyone in an IFA 
practice to fully collaborate through one 
system, with all capability available across 
multiple device types. This extends to the 
client, providing a rich and engaging service 
through our integrated client portal, which engaging financial distribution
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delivers personalised video and content, 
educational self-service tools, co-browsing, 
secure messaging and document sharing as 
well as client data.

The system supports all aspects of 
practice management including CRM, policy 
record keeping, task management, contract 
enquiry and valuations, remuneration 
management, time recording, compliance 
and automated case checking. 

Analytics and audit trail data are captured 
for each advice process, which covers  
goal setting, fact finding, needs analysis, 
stochastic forecasting, solution shaping  
and recommendation (including quote and 
apply) and a choice of automated suitability 
letter approaches.

A rich MI and reporting capability provides 
access to automated dashboards and 
reports on demand, ensuring you know 
everything about your business.

The system is ideally suited to businesses 
that want to grow a loyal client base resulting 
in long term value and profitability, whilst 
demonstrating robust systems and records. 

Client Benefits:
Let’s take a scenario, based on some 

feedback from one of our customers. 
Imagine being the client of this type of firm…

I’m introduced to the firm, so look around 
their website to see what they are all about. I 
use their simple tools to do a quick health 
check and am shown my position in a clear, 
non-technical way. I decide to make contact 
and soon receive a call back. 

After a few questions about my goals,  
I’m asked if I have 30 minutes – now or later  
– to capture some initial information about 
my finances. They offer to co-browse  
with me online to help complete the 
questionnaire together.

It’s a great experience. Rather than putting 
it off, or dropping out because I don’t know 
an answer, it’s over in 30 minutes as 
promised and I got help throughout. 
Apparently these advisers are a new kind of 
firm who use technology to deliver a better 
client experience and better value for money. 

They even had interactive tools to explain 
what they were talking about.

I got a logon to my client portal where I can 
see everything we entered in the co-browsing 
session. There were a few things I didn’t have 
to hand on the call, so I photographed them 
on my tablet and uploaded them to my 
documents folder. I also signed a fee 
agreement and transfer of service letter 
through the portal. 

A week later, my existing arrangements 
were updated with the latest values and the 
calculators I’d used previously were now 
loaded with my current details. 

A personalised video walked me through 
my current portfolio. My wife loved this 
because she’s more of a visual person and 
when I captured her details during my initial 
session, she got a portal login too.

A few days later I met my adviser for the 

THIS MAY SOUND LIKE  
A PERFECT WORLD, BUT 

IT’S HERE NOW

first time. I could have paid less and done this 
remotely but I like to meet people face to 
face, certainly initially. It’s one of the shortest 
IFA meetings I’ve ever had. Rather than 
spending forever filling in forms, she had a 
drag and drop cashflow modeller on her 
laptop and gave me an iPad so we could 
co-browse it together. It was great to be able 
to see the impact of her dropping a “what-if” 
onto the timeline and then move it myself to 
optimise the timing.

It made the different types of investments 
so clear, and let me see what happened if 
markets crash as well as how much tax I 
would pay, or save, if I did different things. I 
was a bit concerned at how easy it all looked, 
but seeing her modelling my needs clearly 
evidenced both her advice skills and the 
value she was adding. I’m convinced she’s 
saving me money, and making me more than I 
would if I tried it alone.

In that session, we agreed a draft plan and 
she went away to finalise the details. A few 
days later, I co-browsed with my adviser, 

my wife connected from home, and we 
gave it the go-ahead. The final plan and 
report were immediately available on the 
portal for us to review. 

The portal is great. It prompts me to have 
a look when there is anything new available, 
but since I often want to just check my 
investments, I’m there a lot anyway. It feels 
really personal, and it’s simple but 
informative. There are always updates on my 
funds and fact sheets about how they are 
managed. I never thought I would be that 
interested but find myself regularly looking at 
the values on my phone. 

Behind the Scenes:
In the background, the entire client 

engagement was being orchestrated by  

the Focus system:
•   Co-browsing session booked and hosted
•   “Light” fact find completed by client  

through the customer portal, co-browsed  
with support

•  Case transferred between different teams 
/ individuals (adviser, admin, para-planner, 
compliance) using integrated workflow and 
associated SLAs

•  Case checking “gates” (configured as 
required) to ensure 100% quality prior  
to completion

•  Client kept updated via client portal at all 
stages (including policy live status)

•  Remuneration tracked at every stage to 
enable credits to relevant parties

•  Valuations constantly updated and available 
for client review 24x7

Pipe dream or reality?
This may sound like a perfect world, but it’s 

here now: 
It’s not even that difficult if you have the 

right tools all joined up and running on the 
right system. The challenge is having the 
courage to take the first step and start 
moving forwards.

To help with the thinking it takes to put this 
kind of efficient model into place, Focus 
Solutions are running a number of events 
around the country from the end of October. 
They’re called “View from the Top”. Join us at 
one to see what it’s all about. 

To find out more, call us on 0800 111 4803, 
email us at events@focus-solutions.co.uk or 
visit www.focus-solutions.co.uk/vft
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