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One thing we will not soon 
forget about the COVID-19 pan-
demic is the many clichés it has 
spawned. “In these extraordinary/
unusual/unprecedented times,” for 
example, or “now more than ever.” 
And, of course, the “new normal.” 
These phrases  are  a  shorthand way 
of suggesting many aspects of our 
lives  have  changed permanent-
ly.  Will we ever shake hands again? 
Has plexiglass become a permanent 
fixture at checkout counters? Some 
large corporations have already said 
they expect a sizeable number of 
employees to permanently work 
from home (“WFH”).

So what are the indefinite or possi-
bly permanent changes facing wealth 
managers and financial advisors? Given the paramount 
importance of the client experience in acquiring and retain-
ing business, firms will be challenged to find new ways to 
build, sustain and grow relationships. In-person meetings, 
for example, may well be a thing of the past — and many 
clients will be entirely comfortable.  In-person meetings, or 
indoor gatherings of strangers, such as seminars or hosted 
events, may well  be replaced by digital experiences.   A 
strong brand will be critical, yet it will be a challenge for 
advisors to maintain a high profile and continuously rein-
force the value they deliver. 

The Black Diamond team at SS&C Advent has long 
been  a leading proponent of digitizing the client experi-
ence. In the early days of the pandemic and the scramble 
to adjust to remote work, advisors  who  were ahead of 
the digital curve had a decided resiliency advantage. 
Firms that already  embraced  cloud-based technology, 
multi-channel communications, mobile access and video 
conferencing were  well positioned to respond to a surge 
in urgent client inquiries and demands. Real-time trans-
parency via a client portal proved especially critical at the 
outset of the shutdown when the markets took some wild 
swings and clients needed a lot of virtual handholding. 

Technologies that enable advisors to personalize the 
client experience  and cultivate prospects  without an in-
person presence are the “new normal”. The pandemic has 
accelerated the industry’s digital transformation.  Firms 

were concerned about whether clients would be ready to 
embrace a more technology-powered relationship. 

The answer coming out of the crisis is a resound-
ing “yes.” One need only look at the explosive growth in 
e-commerce during the crisis, which many experts believe 
is a permanent change. This phenomenon is not limited to 
tech-savvy digital natives but cuts across all demographics, 
including the most traditional wealth management clients. 

One fundamental truth the pandemic has not changed 
is wealth management is, at heart, a relationship busi-
ness.   We, here at Black Diamond, believe wealth manag-
ers should redouble your efforts to master modern  tools 
and  techniques.   Once mastered, relationship building 
the “new normal” will feel remarkably comfortable. n

Steve Leivent is Senior Vice President and Co-Head of SS&C 
Advent.

Learn more at blackdiamond.advent.com.
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