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Customization:
The New Normal

Are You Adapting To Investor Demand
For More Personalized Attention?

Preparing For The Rise Of The Validator
There is a historic cultural shift taking place in the financial
advisory industry today. It’s being driven by self-reliant,
financially aware investors—called Validators—who want to make
the final decisions concerning their investments, yet still have
access to highly customized advice from a financial advisor.
According to the J.D. Power 2016 U.S. Full-Service Investor Satisfaction Study, an increasing
number of investors are significantly altering conventional thinking about full-service and
self-directed advisory services. They are morphing into a hybrid species that is hesitant to turn
total control of their financial future over to someone else, but still want the security blanket of
advisor access.
When they do rely on an advisor for guidance, they’re expecting in-depth, personalized
attention accompanied by compelling analogies and visual illustrations to help explain the
complexities of today’s market environments and keep them focused on their long-term
investment strategy.
This new wave is seeking out independent advisors who have the dexterity and technological
acumen to move quickly with changing market environments. Full-service advisors will need
to attract this new audience by showcasing the unique value they can offer investors; they
will need to make a clear case for the objective expertise and personal customization they can
provide vs. an allegiance to buy-and-hold products and institutional brand.

Customizing The Investor Experience
Investors today, many still spurned by the crash of 2008, are asking for more and more personalized attention. Successful advisors
are already preparing for the demand to customize throughout their practice management.

Demographics
While the Millennial
generation recently
surpassed Baby Boomers
as the largest group
in the U.S. workforce,
increasing numbers
from both demographic
categories are now
refusing conventional
wealth management
in favor of more highly
customized advice. No
longer fitting neatly into
either the traditional
full-service or self-directed
investor paradigms, they
are cementing the hybrid
Validator role that wants
to be an active manager of
their money, but also have
access to a trusted advisor.

Wealth management is
no longer an exception to
the rule of technological
advancement. The
mainstream establishment
of the robo-advisor is
transforming the investor
experience by providing
them with more education
and control of their
portfolios. This trend is
moving even more rapidly
with the emergence of
Millennials, who are often
monitoring their investments
at the touch of a handheld device. Successful
advisors will have to adapt
to the increased demand
for continual customization
of portfolios by tech—savvy
investors of all ages.

Technology

Regulations
While the fate of the
anticipated Department
of Labor rule on the
fiduciary standard is still
to be determined, either
way, its notoriety in the
media has generated
considerable awareness
among investors. They
have become increasingly
educated about a higher
standard of financial advice
that holds a legal and
ethical responsibility to
customize portfolios based
on personal investor goals,
not product pushing. It
won’t be uncommon for
them to pose the question
to their advisors, “Are you a
fiduciary?”

What do these
integrated trends
have in common?
Since the crash of
2008, there has
been growing
investor demand
for customization
in all aspects of
financial advisory.

Marketing: Emphasize Your Unique Value
Recent trends underscore how today’s investors are demanding individualized financial planning. They want to know your practice is
nimble enough to provide continual customization. Shouldn’t your marketing efforts reflect your ability to meet their needs?

Is your brand professional and unique? Does it readily convey your core values?
Do you have an integrated marketing strategy that generates a consistent, multi-dimensional brand experience?
Does your website have a modern design and responsive functionality? Does it stand out from the competition?
Do your website and collateral materials reflect your professionalism and ability to offer customized solutions?
Have you embraced social media advertising and its potential for attracting a new client base?
Are you able to plan memorable client events? Do they generate referrals?
Do your marketing communications stress the value of providing customized, goals-based advice?
Do you have an overall marketing strategy positioned to attract and retain a new wave of hybrid Validators?
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An Indicator of the Demand for More Customization
Investors Not Getting Enough Personalized, Goals-Based Advice:

42%

Only
said their advisor met key
performance indicators
related to setting personal
investment goals.

38%

said their advisor did not
offer customized
goals-based advice.

Investor satisfaction
higher when advisors
discuss personal
goal-setting vs. asset
allocation
Source: J.D. Power

Goals-based advice is important to investors for several reasons:
• Improves investor satisfaction with investment performance
• Mitigates the impact of volatility by shifting the focus toward meeting long-term personal objectives
(as opposed to beating the market)
• Elevates the role and value proposition of the advisor beyond asset allocation
• Indicates the advisor’s ability to offer customized solutions
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At FinMark, we create customized marketing solutions to help financial professionals capture the attention (and assets) of investors in a
dramatically changing investment landscape. We provide support in all areas of an integrated marketing plan, including print, digital,
brand, advertising, events, and social media. We have provided marketing solutions to industry-leading asset managers, RIAs, brokerdealers, banks and insurance providers across multiple channels and products.

