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Welcome

Welcome to the second edition of
e-commerce matters which brings
together some of the thoughts and
blog entries from the AT8 team over
the past 3 months.

Its 3 months where the FSA has taken
central stage. Fines have been coming
a plenty, they themselves been at the
centre of the Northern Rock Scandal,
RDR is gaining more and more
discussion and with various TCF
deadlines looming they seem to be
staffing up to ensure the industry
conforms.

Of course the market itself has been
drawing a huge amount of news
coverage. The Credit Squeeze is on-
going, the stock market has stalled if
not crashed, house prices are at best
faltering, repossessions are up as are
arrears.

The Chancellor has added pressure to
the gloomy outlook with his own
unique skills — messing around
unconvincingly with the Capital Gains
Tax regime, playing with the domicile
tax rules and opening himself up for
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charges of dithering on the Northern
Rock issue.

But enough doom and gloom. The
players in the market are responding
well. Distributors are putting in the
systems and procedures to address
the TCF requirements — all sides will
benefit from this. Lenders and
Insurance providers are adapting their
products and services to ensure they
are taken efficiently to market and the
choice of technical solutions in the
market has rarely if ever been better.

The financial services industry has
ridden tough market conditions
successfully in the past and is well
positioned to do so once more.

In this edition:

e Reaching for your True
Potential

e Factfinding for the iPhone
generation

e Too Many Cooks
e Technology can open up the
Workplacex

e  Solution Provider Inflation

“The financial
services industry
has ridden
tough market
conditions
successfully in
the past and is

well positioned
to do so once
more.”
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Reaching for your True Potential

The much hyped True Potential

for its robustness and the counter

The Elms system has rolled out to the intuitive approach to business. How

Leek Wootton Positive ~ Solutions sales force should potential future customers
: : making front page news on the view this launch?

jilanaieSilie way. | can’t remember when a

CV35 7RR technology story last had this level Well it should really be no surprise

Elhares of prominence and it is a that there were problems with the

0121 314 2504

testament to the high profile of
David Harrison and his team and

first delivery of such a solution,
especially when it is of such scale.

Fax: indeed the new and fresh The breadth of the True Potential
08704 794074 approach to a business model for solution is significant and is one of

) supplying technology. the few solutions that provides and
EMail: front and back office solution, and
mark.loosmore@at8-group.com However with this prominence with this breadth came obvious
Web Site: came the need for a high quality risks. Further, the old adage that

delivery, on time and to
expectations, and if the press is to
be believed this has been far from
the reality. The system is criticised

you can never please all of the
users, all of the time comes into
play - 'some unhappiness is
inevitable with change.

www.at8-group.com

Yet it must be unnerving for potential clients looking
to make a move and not all solutions have as big
teething problems. When Home of Choice launched
their solution they built it in 3 months and launched
with few, if any problems. The solution didn’t have
the functionality of the True Potential but
nevertheless was an impressive project, proving
software builds don’t have to have issues with them.

However as an outsider looking in, the True Potential
issues, although probably very real, did not appear
huge and | am sure will be ironed out. Therefore |
would caution any over reaction to the press stories.
The nub of any decision to use True Potential has to
be based on their unique business model. If this
model suits distributors then they should move
ahead but ensure they have the appropriate
guarantees from True Potential. If the distributor has
concerns over the business model, and many do,
then there are plenty of strong alternatives on the
market.
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capturing client data.

back in their office.

The inhibition to use electronic solutions is
deeply ingrained - most adviser firms with
whom we deal, treat the use of electronic
factfinds with caution.

So why does this phenomenon occur? In the
main, there are three major issues raised by
advisers; the first is the disruption the use of
technology brings to the face-to-face interview
and the distraction and lack of control to the
interview process; the second is the clunkiness
of the solutions currently delivered by the
software vendors; finally, the underlying
technology does not quite meet the need of
the advice process, in terms of being able to
collect easily data away from the office and at
a client’s home or office.

So what’s on the horizon? Last week at the
Consumer Electronics Show (CES) in Las Vegas
a number of interesting developments were
launched by major vendors like Microsoft and
Intel. Bill Gates talked about Microsoft
enabling simpler user interfaces, using
gestures, eg flicks of the hand, pointing of
index finger etc. - he admitted that Microsoft
had overplayed the importance of Tablet PC (a
PC with a pen and touch screen), a technology
actually used in the UK by Positive Solutions.
The next important announcement was from

Factfinding for the iPhone generation

Electronic factfinds are tedious!
One of the most enduring problems since the dawn of electronic solutions for
advice at the point of sale has been the almost insurmountable difficulty in

Ask a successful adviser if they use electronic factfinds when available, the
majority will say they do but not during a client interview - most will prefer to
capture the data on paper and then transcribe it to the electronic solution

Intel - they have predicted that within 5 years,
the roll-out of internet capabilities with either
3G (HSDPA) or WiMAX (a new style of high-
speed wireless) will revolutionise the ‘personal
internet’ - this would enable high-speed data
communications almost anywhere.

With the combination of advanced gesturing,
easier user interfaces and high-speed,
anytime, anywhere communications the
potential for natural, unobstrusive data
capture using technology at the point-of-sale
moves very much closer.

Compare the very natural way of using Apple’s
iPhone mobile ‘phone with a conventional PC
keyboard, and it’s like comparing Fred
Flintstone’s car with a Bugatti Veyron -
personally, | can’t wait.
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Too Many Cooks

Many of the IT decisions made by distributors continue to surprise me, yet some of the same decisions happen
time and time again. One such case is the purchase of multiple systems, to do broadly the same job, from multiple
suppliers. Of course this is not new as my colleague Mark Thelwell (a lot older and therefore able to talk in far
more depth about historical decisions) once told me that when they merged AXA and Sun Life, AXA had one POS
system but Sun Life discovered that they had seven!

Things aren’t quite that bad now, but many distributors still end up with separate systems for mortgages and full
financial planning solutions, or even a separate ‘Wealth Management’ system. The duplication brings with it
different user interfaces for the advisers to learn, additional licence costs, additional support costs, no single point
of contact for support and often a bad headache! The decisions are usually justified initially on the basis that no
one system does what the business needs.

Why should this still be so?

Well suppliers don’t make it easy and have often segmented themselves into different niches. Mortgage Stream,
Mortgage Keeper, Trigold, Mortgage Brain are all strong Mortgage systems but offer little to help support a
financial planner. Moreover these systems are at a price point that that makes it unattractive to the financial
planning software providers to enter this segment in a whole-hearted way. In the other direction you have systems
like Distribution Technology, that have fantastic
financial planning functionality but are lacking in
their support for a mortgage sales process.

The Mortgage systems don’t tend to enter into
Financial Planning as serving this market niche
properly can be extremely complex and therefore
costly to cater for.

However, things are changing via some of the larger
software houses that have the financial muscle to
carry the investment needed to bring these
solutions together.

1% Software has recently launched their mortgage solution, Crystal has a financial planning solution on the blocks
and Focus is looking to support both markets with their 360° package. Will the end users still purchase separate
systems — you bet — buying processes will still often be self contained in silos with separate business cases needed
for each system and maybe even a degree of politics coming to play too. But others will look at the needs more
holistically and may even adapt their own business model rather than trying to tailor the software. Those that do,
could gain from a more cost effective approach, and ultimately may provide a more user friendly infrastructure for
their advisers.
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Technologycanopen wup the worKk

Many companies provide employee benefits — that’s the good news. However, they, or more
particularly their intermediaries that service the business, seem to be missing an opportunity.
Having managed an SME and therefore been a client in two ways, | was amazed at the lack of
proactive use of technology along with a strange reluctance to actively service the business and
people within it. Having spoken to others, it would seem that this is not unusual...! Without
wishing to be generalist and judgemental, it may be that after the ‘initial commission’ from setting
up the schemes, there is felt to be little opportunity to earn money and so justify the time.

Rather than debate whether or not this is indeed the motive,
| would simply say that | believe that many companies are
missing out in two fundamental ways. The first is that the
client companies are a great affinity group and if they were
proactively serviced along with regular marketing, | believe
that there would be a mutually profitable relationship for all
— employees, employers and the intermediary alike. The
second opportunity is to employ better use of technology.
With the access to more and more comprehensive POS and
Back Office solutions that can operate on and offline along
with the new Wrap platforms, it is now possible to integrate
these into a Worksite Marketing proposition. It is possible to
create processes whereby you can use the systems to gather
client factfind data, do some remote analysis [Para planning]
and prepare for a more focused and effective client meeting
that could be supported by telephone, internet or even
video calling. You can enable clients to access their benefit
information remotely and even use technology to market
more effectively.

The important thing is to be effective and efficient (doing the
right things in the right way). Advisers should see and seize
the opportunity to apply the use of technology for the
benefit of clients [employee and employer] and adviser.
Using technology can create new ways of interacting with
the Worksite personnel and as a tool that supports the right
approach it also makes it more efficient.
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Solution Provider Inflation

The number of Point of Sale systems now available to mortgage
brokers is on the increase. Crystal, arguably the leading
mortgage point of sale package over the last few years, has
enhanced their solution providing a more complete front and
back office capability by adding improved case management
and workflow capability to produce a competitive market
offering. However, these enhancements, were clearly needed
to keep the new range of suppliers at bay. Focus launched their
solution, 360’, in November, while 1* Software launched theirs
the night before the November Mortgage Expo. Both of these
companies have formidable track records in providing sales
solutions to IFAs and mortgage brokers which mean their new
offerings need to be taken seriously. Companies like N4 and
Distribution Technology are also increasingly active in this
market with their ability to deliver large corporate POS systems. The leading sourcing systems of MBL and Trigold
have expanded their offerings with the acquisitions of The Key and Dashboard respectively, both are seeking to
provide cost effective alternatives for those who can’t afford the higher price points of some of the traditional
suppliers. Companies traditionally more associated with the IFA marketplace also continue to have success in the
provision of back office systems to the mortgage market, with the likes of Bluecoat, Plum, IntelliFlo, True Potential
and Quay all having credible offerings to the mortgage market. While mortgage specialist back office suppliers like
Mortgage Stream, Mortgage Keeper and Casepro are not only defending market share but continuing to grow. Add
to this, newer entrants like Solution4, who have expanded their back office capability to move into the front office
and you have an increasingly crowded market. The high level of supply has been driven by an active market that is
increasingly responding to regulatory pressure and the need to set and control standards with technology.
However, this level of supply is surely neither sustainable nor desirable. Who will survive? Well, having now met
most of the existing and new suppliers in the last couple of months, | think winners and losers can begin to be
identified already. Some will survive in a niche with a small cost base, others will invest heavily to gain market
share. However those in the middle, and there are quite a few, will struggle unless they quickly get critical market
share through a few big deals, or look to consolidate.
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