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While wealth managers consider
CRM systems critical, many still use
generic solutions that do not fully
address their needs. Purpose-built
advisory CRMs, by contrast, can
drive significant growth.

CRMs drive outcomes.

Client Relationship Management (CRM)
systems are no longer just digital

filing cabinets. They have become the
connective tissue of modern wealth
management firms. In a recent Kitces
survey on technology usage, firms
ranked their CRM system among the most
important factorsin their business’s
success (9.2 out of 10). With an adoption
rate of 92%, the report characterized
CRM as one of three applications(along
with financial planning and performance
reporting) that “form the center of the
advisor's technology stack.”!

The importance of the CRM reflects the
increased operational demands on modern
wealth management firms. Industry
growth has fueled an explosion of client
data across planning, portfolio, and
communication platforms, creating a “data
sprawl.” Rising personal wealth is driving

Generic CRMs capture data. Purpose-built advisory
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client expectations for more personalized,
“always-on”service. Meanwhile, firms
face increased compliance burdens to
demonstrate that they are acting in their
clients’best interests, with detailed
documentation of disclosures and
recommendations.

Inresponse, modern workplaces
increasingly recognize the value of an Al
copilot to help teams gain efficiencies,
streamline workflows, and grow their
businesses. As aresult, firms are
moving beyond simple “next best action”
recommendations to agentic Al systems
that not only draft communications but
actively execute workflows.

As firms strive to meet their fiduciary
duties efficiently and at scale, it's not
surprising that the CRM has become the
operating core of many businesses. What
is surprising, however, is that many firms
are still relying on generic CRM solutions
that nolonger meet the operational,
compliance, or personalization demands of
RIAs and broker-dealers.
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The Limitations of
Generic CRMs

Although off-the-shelf CRM systems have
come along way, they still remain largely
true to their origins: managing typical
business-to-business sales pipelines. They
are not designed to manage lifelong client
relationships, which is the heart of a wealth
management business. A client’s household
profile and contact record cannot sitinasilo
inside afirm. They are part of a relationship
"ecosystem”that encompasses the client’s
portfolio activity and long-term planning.
Yet conventional CRMs do not seamlessly
integrate with custodial interfaces, portfolio
reporting systems, and planning software.

Most generic CRMs were not designed

for enterprise-wide use within awealth
management firm. While they may support
individual advisors, they often fall short
when multiple teams, such as operations,
compliance, and management, need to
access, govern, and act on the same client
data. Without workflows and data structures
built for firmwide collaboration, these
systems struggle to support the coordinated
service model that modern wealth
management firms require.

Moreover, many generic CRM solutions
lack compliance-grade recordkeeping

capabilities, such as archiving and audit
trails, making it harder to satisfy requlatory
inquiries or exams. They may be limited in
automation capabilities, requiring manual
updates and activity tracking in the absence
of proactive alerts. There isalso a high
administrative burden associated with
generic systems. Manual data entry canlead
to duplicate and inconsistent dataamong
systems. A solution that is cumbersome to
use or sits outside the advisory workflow will
likely have poor adoptionrates.

In contrast, firms that leverage a purpose-

built CRM for wealth management firmsas a
growth platform(rather than a database)are
more likely to see measurable gainsin client

retention, scale, efficiency, and wallet share.

What Makes a CRM
“Purpose-Built” for
Financial Advisors

As the term implies, a purpose-built
advisory CRMis designed to support the
work of wealth managers and their firms,
based onanin-depth understanding of
what they do, how they work, and the
centrality of the client relationship to
the business'’s success. As the Financial
Planning Association advises, “Use your
CRMto strengthen relationships, not just
organize data.”"?
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Moving from aninformation repository

to a strategic tool requires functionality
specific to wealth management operations,
including:

Anintegrated data model that ensures the
CRMisinsync with portfolio management,
trading, billing, and compliance systems,
all working off the same data.

Client segmentation frameworks that
enable wealth managers to categorize
clients by AUM, life stage, investment
goals, or service tier for targeted
outreach.

Automated client journeys that trigger
workflows for onboarding, reviews, or
milestone events.

Compliance and documentation tools,
including audit logs, note tagging, and
activity tracking.

Agentic task and workflow intelligence
that automates repetitive follow-ups and
surfaces next-best actions.

Enterprise-grade solutions that enable
wealth managers, client service teams,
and firm leadership to scale daily activities
tailored to their roles.
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On top of that, as demand for artificial
intelligence grows among wealth manage-
ment firms, a CRM system needs to be built
onan Al-ready architecture, with properly
structured data and connected APIs to fuel
predictive insights. The next generation of
CRMsis not about adding more data fields,
but about adding more intelligence.

Turning Data into Action:
The Strategic Value

Where a conventional CRM mainly keeps
salespeople on their toes, a purpose-built
wealth management CRM can actually
drive action, helping wealth managers
and firms serve clients more effectively
and grow relationships. Among the prime
examples of strategic CRM applications:

Segmentation that drives relevance:
Clients at all stages of wealth
accumulation expect their advisors

to know them and deliver relevant
solutions. The CRM can help a firm move
from “mass communication” to “micro-
personalization.” Wealth managers can
leverage CRM filters to tailor marketing
messages, portfolio reviews, and service
models based on highly individualized
criteria. For example, top-tier clients

may automatically receive quarterly
proactive calls and invitations to events,
while emerging wealth growers get
automated check-ins. The system will
track each client’s progress toward higher
segmentation tiers and enable the advisor
to adjust contact strategies.

Client journey automation: The CRM
should automate standardized relationship
activities, such as onboarding tasks,
document collection, and scheduled client
follow-ups. Wealth managers can
systematize review meetings with
preparation dashboards and post-meeting
action triggers. With platform integration,
the CRM can automatically update the
planning software and log the advisor’s
deliverables based on decisions made
during reviews.

CRMis nolongerjust asystem of record. It's becoming

a system of intelligence.

Proactive service models: The right CRM
isthe nerve center for delivering advice
before the client asks. It can surface key
clientinsights, flag important follow-ups,
and help teams stay proactive in their client
outreach. The CRM’s automated features
help ensure that the firm s fulfilling its
fiduciary duties while instilling client
confidence and strengthening retention.

Data-driven leadership and decision-
making: While enabling individual wealth
managers and client service teams to be
more effective, the CRMis also a critical
business intelligence tool for senior
management, delivering a comprehensive
view of the firm’s relationships. Firm
leaders can use CRM dashboards to
visualize everything from the prospect
pipeline to client demographics, account
growth, and advisor productivity. The CRM
provides executives with insightsinto
informed hiring and staffing decisions,
M&A readiness, and pricing strategies.

Implementation
Considerations

Implementing a modern, smart CRM
platformisn’t asimple flip of the switch,
but it doesn't have to be a daunting
undertaking. First, assess your readiness.
Audit your data quality and identify system
integration dependencies. Clean, well-
organized data will go along way toward
smoothing the transition.

Engage stakeholders early. Be sure
everyone understands the benefits to

the firm as awhole and their individual
roles - wealth managers, client services,
operations, and compliance teams. A
purpose-built CRMisn'tjust for client-facing
activity - it's the platform that unites the
firm. Make sure people are prepared for
adoption with role-specific training that
drives daily use.
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Look forasolution that allows for a phased
integration approach. Figure out which
integrations are mission-critical and
prioritize them.

After implementation, continue
measuring, monitoring, and adjusting.
Track efficiency gains, client retention
rates, and other engagement metrics, and
look for areas forimprovement or more
effective use of the system. Everyone
should understand that the time and effort
involved in transitioning to and getting
comfortable with a more powerful system
will pay off in greater productivity, happier
clients, and business growth.

The Road Ahead: CRM as the
Intelligence Layer

As noted earlier, Al is making inroads

into investment firm operations. Wealth
managers, in particular, are looking

for ways to deliver truly differentiated,
personalized client experiences efficiently
and at scale to drive client acquisition,
growth, and retention. Unified data enables
firms to leverage natural language queries,
predictive client insights, and intelligent
workflows. The CRM platform becomes the
central hub that orchestrates both human
and digital advice experiences, which gives
afirmits competitive edge. Firms that
investin advisor-specific CRMs today are
laying the foundation for tomorrow’s
Al-powered growth.

It's clear that the CRM should no longer
be thought of as a system of record.

It's becoming a system of intelligence.
Advisory-specific CRMs connect data,
compliance, and the client experience
into a single ecosystem, delivering both
operational and strategic benefits. Firms
that master this integration will be better
positioned to succeed in the next decade
of Aland data-driven growth.
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Black Diamond: Your Complete, Award-Winning CRM Provider

SS&C Black Diamond® Wealth Solutions has evolved from a portfolio reporting solution into a unified wealth
management ecosystem. Our purpose-built CRMs integrate seamlessly with portfolio management, financial
planning, and the client portal to provide a complete view of client relationships. They also incorporate the
functionality to support proactive, personalized client interaction, both in person and digitally. Firms that
leverage Black Diamond CRM Solutions achieve measurable outcomes, including improved wealth manager
productivity, consistent client experiences, and reduced administrative overhead.

With three CRM options available, the choice is yours:

A
==

Edge, built on the Salesforce®
Lightning Platform, provides a fully
managed experience and reduces
the operational and technical
burdens often associated with
enterprise CRMs.

=
=

Elements, also built on the
Salesforce® Lightning Platform,
is highly configurable and offers
extensive access to an integration
network. It combines industry-
specific features with trusted core
CRM concepts and workflows.

R

~

Engage, built on Microsoft
Dynamics 365, is fully customizable
and tailored for enterprise growth.
It leverages Microsoft's natively
integrated ecosystem to help
wealth managers strengthen

client relationships.

For more information

To learn more about SS&C Black Diamond CRM Solutions and how they can benefit your business,
visit sscblackdiamond.com, call 1-800-727-0605, or email info@sscblackdiamond.com.
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