
ssctech.com

Streamlining client service with an advisor-tailored CRM solution. 

Bartlett & Co., founded in 1898, is located in Cincinnati, Ohio and has assets under 
management in excess of $3.4 billion. Led by President & C.E.O Kelley J. Downing, they are 
staffed with 16 investment professionals who average over 24 years of tenure with Bartlett.

Bartlett provides advisory services for HNW Families, Foundations, Endowments, Corporate 
and Non-profit Retirement Plans and more. Bartlett has been highly ranked in numerous 
publications including the 2014 FT Top 300 RIA Firms and Financial Planning magazine’s 
2014 list of Top 100 Largest Fee-Only RIA Firms. 

The principles by which Bartlett is guided have remained constant: hire the sharpest 
minds in the business, focus on the whole client, be objective and provide solid solutions 
with uncompromising integrity – a formula that has served them well. Several years ago 
Bartlett identified a need to modernize its approach to client servicing and felt their 
current solution, a combination of approaches primarily using Microsoft Outlook,  
needed to be harmonized and upgraded.

Bartlett needed to provide an easy-to-adopt solution to a broad range of users within  
the firm in order to streamline and standardize their client service approach and workflow. 
Transitioning from using Microsoft Outlook as their contact management tool to adopting 
their first CRM took Bartlett through a significant due diligence search for the right partner. 
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CASE STUDY

Challenges

• Improve efficiency in Client Service  
to create capacity for growth

• Needed an easy to use solution  
to ensure adoption

• Inadequate client tracking software 
didn’t support firm needs

Decision drivers

• An easy-to-use, configurable CRM  
that allows flexibility

• Integrates easily with tools such as 
Microsoft Outlook, Schwab OpenView™ 
Gateway and LaserApp

Benefits

• Streamlines internal processes
• Staff works efficiently, dashboards  

create deep visibility
• Improved communication with clients
• Streamlined and standardized approach 

for client relations team
• Provides opportunity for growth

Solution

• Salentica’s Cloud-based CRM on 
Microsoft CRM platform and tailored  
for Wealth Managers

• Integrated with Advent APX and Outlook

“  Salentica CRM is my primary tool for organizing and managing my 

practice. I use it to track my frequency of contact with our clients, 

record information from meetings and phone calls and manage 

administrative tasks.”

Terrence T. Kelly, Investment Advisor
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Bartlett needed a partner to guide the firm in establishing and 
adopting best practices in documenting their CRM requirements 
but also in deploying the right CRM solution. This was key to the 
process to ensure current client relationship practices were 
optimized and the transition was as seamless as possible. After 
reviewing the competitive landscape, Bartlett chose Salentica® 
CRM on the Microsoft Dynamics CRM. Salentica’s Advisor CRM 
provided a robust starting point for Bartlett and provided them 
with confidence that Salentica understood their business, more  
so than other CRM vendors in the marketplace. Salentica also 
provided constant and thorough attention during the entire 
project and effectively deployed Salentica CRM. 

Salentica continues to provide support and service to Bartlett 
today through training, custom development, configuration  
and troubleshooting.

“ CRM is a huge help to me in my daily work.  

I use the Dashboard and am constantly in it to 

check on activities plus, just what did I tell the 

client and what did he say? Without it, I would 

never remember. Using the Schwab Portfolios 

(from Salentica’s Schwab OpenViewTM Gateway 

Integration) tab lets me immediately go into the 

client’s accounts without changing programs.  

Using Tasks between me and the managers is  

the most efficient way to get work done. I see  

the task, complete it and then the manager sees  

it completed immediately. No more having 

managers asking “did you do this” or me asking, 

“What did you want me to do again”? If a manager 

doesn’t task me on something, it doesn’t get done.”

  Diane Albrecht, Account Administrator

The implementation period began with a thorough Needs 
Analysis. Bartlett also needed to embark upon the task of 
standardizing their client data prior to converting to this new 
solution. Salentica CRM was configured to Bartlett’s specific needs 
and the deployment was a success. In choosing Salentica’s Cloud 
CRM solution, Bartlett enjoys the benefit of all software 
maintenance and solutions being the managed by Salentica.  
This makes for a pain-free solution for Bartlett. Now, anyone in  
the firm can log in to Salentica, open a dashboard, see a snapshot 
of accounts, or access a portfolio link. It is a streamlined process 
that all users can follow simply and with ease.

Today, over six years post-implementation, Bartlett continues  
to enjoy the various aspects of the solution – the dashboard that 
provides a daily To Do list, the many user-friendly tools, the ease  
of the query function – all aspects that make the solution work  
for everyone in the firm regardless of how technology-savvy the 
user may be. Most importantly Bartlett enjoys the ability to now 
comprehensively manage their client base across all users within 
the firm. Bartlett is encouraged by how much Salentica CRM has 
streamlined their business and will look to add further efficiencies 
down the road.

“ Salentica CRM is our one-stop shop. You don’t  

have to stop and think about where to find 

information any longer. Everything that is  

pertinent is in that clients CRM record.”

  Kim Nickol, CRM Administrator
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