G
U
I

TECHNOLOGY TOOLSE

Technology Trends
MUST-HAVE SYSTEMS PROVIDE COMPETITIVE EDGE

&

Roundtable Discussion
TECHNOLOGY ... AND THE ROAD AHEAD

Application Innovations
SPONSORS TO SHOWCASE TECH ADVANCES @ T3

t3 Technology Tools for Today™ ANADVERTORAL T Plg'ﬁ'ﬁifhg

Annual Conference 20]-2 PRODUCED BY SOURCEMEDIA MARKETING SERVICES GROUP



TECHNOLOGY ll TRENDS

ple, 2008’s market crash gave rise to a new group
of software represented by T3 sponsors Hidden
Levers (www.hiddenlevers.com) and MacroRisk

\

Analytics (www.macrorisk.com). Both of these
companies produce software that helps advisors
deal with “black swan” events as they manage their
clients’ investment assets.

Both products seek to measure the impact on
client portfolios of events like Europe’s worsen-
ing debt crisis or the fear of increasing U.S. infla-
tion by “stress-testing” the portfolio to align its
contents with the need for investments that will
- react positively to (or avoid the impact of) these

investment scenarios. Hidden Levers and Macro-

L

Risk Analytics are prime examples of technology
companies geared to meeting investors’ needs for
state-of-the-art tools to manage an increasingly
complex economic landscape.

Past 7 Years Gone?

By David J. Drucker

Another technology phenomenon that has
grown up very recently is the use of social
media to communicate with employees, other
professionals and clients. But, along with this
usage comes the overhanging cloud of regulation—
the need to be compliant in one’s use of social
media. To meet this need, a new category of
software that will be featured prominently at T3

That’s right, it’s been seven years since we planned the first T3
Conference and, my, how things have changed. The original con-
ference was a spinoff from our newsletter—also called Technology
Tools for Today (www.technologytoolsfortoday.com)—which start-
ed out as a way of alerting technology-conscious advisors to new
software and hardware they might find valuable to their practice.

Key words: “Might find valuable.” Today, it’s no longer a
question of what an advisor “might find valuable,” but a ques-
tion of what must an advisor do, from a technology standpoint,
to continuously seek greater efficiency and remain competitive
while meeting clients’ needs for information. Thus, the T3
Conference has grown—as has our newsletter—to address those
processes advisors must have in place to function profitably.

The first T3 Conference featured sessions with names like
“What’s New in Financial Planning,” “What’s New in Portfolio
Management,” etc., covering all the major software categories.
Each conference since has featured these same (“evergreen”)
sessions because there’s always something new happening in
these markets. Over the past seven years, we’ve seen these cate-
gories of software move from the desktop to the cloud, incorpo-
rate additional features, and/or build integrating bridges with
third party systems and, generally, become much more robust.

But outside of these evergreen categories, new, innovative
offerings are becoming available at a rapid pace—and it is T3’s goal
to bring these to the attention of its advisor audience. For exam-
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is social media archiving systems, like Arkovi
(www.arkovi.com), designed to assist advisors in keeping
complete records of social media communications in light of
regulators’ rights to audit such records. In addition to Arkovi,
systems like FiPath (www.staging.fipath.com/advisors) have
sprung up to educate advisors on the smart and compliant use
of social media networks with calendaring tools for tracking and
recording social media communications, both for regulatory
purposes and to ensure that social media interactions take place
regularly to establish a consistent online presence.

A third technology that didn’t exist at all several years ago is
tablets and their extreme usefulness within the advisor popula-
tion. In a very short time, advisors have learned another way to
cut down on paper and make presentations to clients on tab-
lets rather than documents. Financial advisors David O’Brien
(O’Brien Financial Planning of Midlothian, VA) and Jim Koch
(Koch Capital Management LLC of Alamo, CA) will show at-
tendees the best practices they’ve developed around the use of
tablets, like those from Apple and Chrome.

Of course, no modern-day technology conference would be
complete without discussions of cloud computing, another new
technology trend T3 is following closely. J.D. Bruce, an advisor
with Abacus Wealth Partners LLC, with offices in Los Angeles,
Philadelphia and San Francisco, will present Weathering the
Storm: How to Move to the Cloud Without Getting Rained On.
Like so many advisors interested in simplifying their technology
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Discover a partner that's available for the important
conversations with you. Your success is a reflection of
how well you listen to your clients. Imagine a B/D that
does the same for you, and serves up direct access to
experts at every level—including our managing partners.
Contact us today to learn more about a firm that operates
the way you do: client-forward:"
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PRE-CONFERENCE WORKSHOPS

Time Workshop Options

8500 am. - Ethics Session: Consequences of Unethical Conduct
10:00 a.m.
10:00 a.m. - " -
2:00 p.m. Technology Leadership Forum (By Invitation Only)
Protect Investor
. _ Implementing Best Afl Confidence on 2012 Technology at n ;
1?28 a.:. Practices in Your O'\rq?i)rim:’zrzg:ée Earth with Portolio Sales Force Scotttrade Advisor Acﬁgi(glgiln?u&ﬁi ko
-0 p-m. CRM Analytics in the Services puting
Cloud
Using Schwab . . . How Our RIA Firm .
. . . Streamline Your Portfolio Accounting Retirement Income
; 1j30 p-m. - Inte_lllgsn_t iz 27 e R Practice with Morn-  Meets Web -Based _Be.carr'le_more Fliacie Analysis Framework
12:30 p.m. tion™ in Your Roundtable ingstar Office Analvtics tive: Building Workflow in and Strategies
Practice 9 vt Salesforce.com 9
X Tamarac Advisor .
;88 p.rmn. " Xi--The Integrated Pershing Ui Bllaa:gtkfcl))rlna]mond Laserfiche TD Ameritrade
L9 p.m. RIA Platform
MoneyGuidePro: Arcons and Back The ABCs of Financial Planning? Getting Social with
3:00 p.m. -  G3atT3: It's smarter. Office Support Profitable Portfolio It’s all about client Online Marketing:
4:00 p.m. It's easier. And now,  Services (BOSS) Management engagement... Leveraging the Internet
it adapts to you. to Attract New Clients
MoneyGuidePro: Using Portfolio Stress Strategies for
4:00 p.m.—- G3atT3: It's smarter. Arkovi Goal-Driven AT Testing to get Electronic Record
5:00 p.m. It's easier. And now, Investing New Assets Under Conversion and
it adapts to you. Management Maintenance
6:00 p.m. - - -~
7:30 p.m. Reception in Exhibit Hall
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FRIDAY, FEBRUARY 17 DAY 1

Time Session Options

7:15a.m. - n . o
8:00 a.m. Continental Breakfast in Exhibit Hall
8:00 a.m. —
8:20 am. Conference Welcome
8:20 a.m. — A .
910 am. General Session — TD Ameritrade
9:10 a.m. - .
10-00 am. General Session — Tamarac, Inc.
10:00 a.m. — " . n . .
10-45 am. General Session — Advent: Peer Perspective — A Black Diamond Client Panel
10:45 a.m. - . . -
12:00 p.m. Break with Sponsors in Exhibit Hall
12:00 p.m. — . e
12:45 p.m. Lunch in Exhibit Hall
12:45 p.m. - Fir\'l,::li:asl ';Ieavl\"u;?n What's New in Document What's New in What's New in Portfolio What's New in
2:00 p.m. T 9 Management Software? CRM Software Management Systems? Rebalancing Software?
Financial Planning The Death of The n n s n
2:00 p.m. - - g Client Reporting Integrating Salesforce CRM into
. Magazine Technology Application: What Real s TBD
3:15 p.m. Study Findings Integration Looks Like Panel Custodial Technology Platforms
3:15 p.m. - n . -~
4:45 p.m. Break with Sponsors in Exhibit Hall
4:55 p.m. - Using Macs in Your Tablets & How Advisors %O;A?:nﬂsﬂgig:: Security Panel What's New in
6:10 p.m. Practice Are Using Them . Y Portfolio Management Il
Dilemma
SATURDAY, FEBRUARY 18 DAY 2
7:15a.m. - . . -
8:00 am. Continental Breakfast in Exhibit Hall
ggg :'m' - General Session — Laserfiche: Shareholder Services Group: Creating Operational Efficiencies, Meeting Compliance Mandates
8:45 a.m. — . A - . .
9:30 a.m. General Session — Fidelity: The Use of Avatars and Other New Technology in Financial Planning
9:30 a.m. — 8 n o
11:00 am. Break with Sponsors in Exhibit Hall
11:00 a.m. — Docupace: Williams Return on Technology CUEZHIEITS th'e S " A New Model for Advisor
12:00 p.m Financial Case Study Investment e bz sl e Financial Planning Websites
: o Without Getting Rained On
12:00 p.m. — ; g
1:00 p.m. Lunch in Exhibit Hall
1:10 p.m. - . )
2:00 p.m. General Session — Pershing
2:15p.m. - Outsourcing Virtual Best Practices in Mobile The Contractual Side of Roundtables Financial Planning
3:45 p.m. Assistance Devices/Apps Cloud Computing Around the World
4:00 p.m. — Closing G | Sessi W ith Joel Bruck in & David Druck
5:00 p.m. osing General Session — Wrap up with Joel Bruckenstein avid Drucker

Conference Hosts

David J. Drucker Joel P. Bruckenstein

Under the banner of “Drucker Knowledge Systems,” Freelance magazine writer, book author, virtual

David J. Drucker, MBA, CFP, provides the benefit of 8 | office consultant and fee-only financial advisor

his more than 30 years of experience and research | Joel P. Bruckenstein, CFP, NAPFA-registered financial
to other members of the financial services industry. advisor, is publisher of the newsletter Technology Tools
He is the co-author of The Tools & Techniques of for Today and a co-producer of Technology Tools for Today,
Practice Management and Virtual Office Tools for a the only annual technology/practice management
High-Margin Practice: How Client-Centered conference for independent advisors. Joel has served

Financial Advisors Can Cut Paperwork, Overhead, and Wasted as senior technology editor at MorningstarAdvisor.com. He frequently
Hours. He is also editor of the monthly newsletter Technology contributes articles to industry publications. Joel is co-author of
Tools for Today and coproducer of the Technology Tools for Today Virtual Office Tools for a High-Margin Practice: How Client-Centered
Conference. David has written about practice management issues Financial Advisors Can Cut Paperwork, Overhead, and Wasted Hours,
for financial advisors for multiple industry publications. and The Tools & Techniques of Practice Management.
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Solution #5
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“In 2011, I decided it was time to re-invigorate my practice and advance to the
next level. RPM was a perfect complement to my efforts. The four sessions helped
me prioritize my efforts, identify my weaknesses, and find realistic solutions.

The results have been great. I just completed a review of my 2011 production
numbers; they are up 44.9% over 2010, and I expect 2012 to be even better.

[ can credit RPM for a big portion of the increase and for also renewing my
excitement for the business.” — Mike E., Cambridge advisor since 1999

Real Practice Management — One advisor at a time.

Let’s get to work. Call us today. 877-4BD-4RIA (877-423-4742)

Securities offered through Cambridge Investment Research, Inc., a broker-dealer, member S~

FINRA/SIPC, and investment advisory services offered through Cambridge Investment — m

Research Advisors, Inc., a Registered Investment Adviser. Both are wholly-owned i ’
You control the journey.

subsidiaries of Cambridge Investment Group, Inc.
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HERE’'S HOW TECHNOLOGY WILL FUEL YOUR JOURNEY AND HELP YOU BUILD A MORE EFFICIENT AND PROFITABLE PRACTICE

Advisor Challenges

Joel Bruckenstein, Co-Founder, Technology Tools for Today:
The challenges that advisors face are (1) becoming more
efficient and (2) implementing workflows which
many of them don’t have—so that all boils down to
(3) creating standardized business processes. With
regard to technology specifically, the challenges

: they have are integrating the various technology
applications they use and actually implementing whatever
technology they choose to use in their office.

Brent Burns, President, Asset Dedication: As a firm that
partners with financial advisors and allied institutions to build
custom portfolios that deliver a predictable in-
come stream that is matched to each client’s spe-
cific needs, my team and I are lucky in that we
worked with most everyone here at this round-
table, and we actually did implement the technol-
ogy. But what I hear most commonly from advisors I consult
with is that they set up the system but never really learned how
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Six of the industry’s best technology thinkers gathered for a
roundtable discussion in San Francisco on November 2, 2011
while attending the Schwab Impact Conference. The topic:
How technology can help financial advisors overcome some
of the big challenges they'll face as they move into the future.

Marie Swift, (center] a frequent contributor to Financial Planning
magazine's print and digital publications moderated the
conversation. This article presents a fraction of their insights
and observations. Download the entire white paper transcript
and view a corresponding multimedia presentation at
www. TechnologyToolsForToday.com.

to use it. So they are using the pieces they know but there are a
lot of other pieces that are very powerful and could save them
a lot of time and make them a lot more efficient. They could au-
tomate processes in terms of workflows but they just don’t do
it because they don’t know how and they don’t have time and
they may or may not have the budget to hire a consultant to do
it for them. So they end up with a pretty significant investment
in technology and yet that investment doesn’t deliver on all the
things it could do for their practice because they’ve never fully
implemented it or fully leveraged the technology.

Bruckenstein: You make a good point. When firms budget
for technology, they generally forget about the implementation
costs and the ongoing training costs. As a rule of thumb, if you
are not devoting at least 20% to 25% of the purchase price to
implementation and training, and that’s just initial training,
you’re not spending enough. You have a big investment, but
you’re not getting a significant return on it because you bought
the technology and nobody knows how to use it.
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Technology Partners Stepping Up

Mary Hepler, President and CEO, Cornerstone Revolutions:
By way of introduction, we provide a suite of software and
service solutions designed specifically for inde-
pendent advisors called PowerInvestmentTools.™
Many of the advisors that we talk to today, both
our customers and prospects, are concerned about
what they’re spending on technology and whether
or not they are getting value for it. One of the things Corner-
stone is adamant about is making sure we are delivering value
every year. If you, as an advisor, are paying a subscription fee,

you should expect value from your technology solutions pro-
viders. So we are always adding new functionality, new capabili-
ties. We also conduct monthly webinars, about half of which are
topical in the investment world—we’re not the voice of the expert
on that so we bring in partners to add value. The other half of our
webinars and communications are tips and techniques, special
things that you can do that you may not be doing with our solu-
tions that will help save you time and money.

“Many of the advisors that we
talk to today, both our customers
and prospects, are concerned
about what they're spending on
technology and whether or not
they are getting value for it.”

Mary Hepler, Cornerstone Revolutions

James Carney, President and CEO, ByAllAccounts: In my
role as chief executive for ByAllAccounts, a leading data solu-
tions provider in the industry, I am always talking
with advisors. One of them told me most suc-
cinctly, “I want this to work like a refrigerator or
toaster in my kitchen. I want to plug it in and have
it work—I don’t want to go through a big learning
curve.” This gets back to an earlier point that Joel made and in-
tegration—that it just has to work. We, the technology vendors,
need to do more so that technology works right out of the box.
That’s why you see Apple’s iPhone, iPod, iPad, and computer
sales growing at tremendous rates. Why are they able to grow
sales so quickly? Because there is no training/implementation
needed. In addition, everything is integrated. There is a lot
more for us as industry solutions providers to do.

B8

“We, the technology vendors, need
to do more so that technology
works right out of the box. That's
why you see Apple’'s iPhone, iPod,
iIPad, and computer sales growing
at tremendous rates.”

James Carney, ByAllAccounts

Stuart DePina, CEO, Tamarac, Inc.: The industry really has
been underserved from a technology perspective for years.
We’ve come a long way, but we still have a long
way to go. From an implementation standpoint,
turnkey solutions have a hefty price tag. Technol-
ogy vendors need to really streamline their solu-
tions and make them painless to implement while
keeping the cost down. Tamarac is certainly making strides at

F-.

getting to that position, and I think we’ll be to a place where
new clients can perform self-implementation in the not too
distant future.

From a usability standpoint, for many technology provid-
ers, trying to maintain an aging platform is really holding them
back; that’s why we’re not seeing many financial applications
with elegant user interfaces. When technology providers start
embracing new technology, I think we’ll start seeing more and
more products that have mass-industry appeal.

Broker-dealer Landscape

Hepler: Cornerstone has a very affordable solution for
many advisors but many of these people are affiliated with
large broker-dealers who either will not allow them to use
something else (we’ve fought that battle a number of times) or
will allow them to use anything they want but they’re going to
pay for what they use. And so we see a number of people who
are really not happy with the technology that they have which
is typically insufficient and somewhat antiquated but we can’t
get them to move because of the cost.

Bruckenstein: I think it’s almost two different market plac-
es. The independent BD market is very different from the RIA
market. On the RIA side there’s a change going on; I think that’s
what Stuart was talking about. For years, I wrote about usabil-
ity, but what the software companies were really competing on
was functionality. It was how many new bells and whistles can
I add? How many new functions can I add? Think about what
Apple has done to change that.
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The iPhone and certainly the iPad, have refocused attention
on usability. So what you're starting to see now, and why I think
the RIA market is a better gauge of what’s going on, is exactly the
reason Stuart said: RIAs have free choice. There are constraints
on what BD reps can do. On the RIA side, a lot of the develop-
ment that’s been going on, particularly over the last 12 to 18
months, has been much more focused on usability as opposed
to adding new functions; I think that’s very healthy because real-
ly part of the problem with implementation is the training costs
are high because the programs are very complicated.

To the extent that you can make the programs as easy as an
iPad app, where you don’t need a manual, you can just push
a button and you know what’s going to happen, you lower the
training costs and you lower the resistance to new products.
It’s a win/win all around—for the software companies and the
industry as a whole. When you talk about the broker-dealer
market, there are artificial constraints on that marketplace,
which Mary alluded to. Not every broker-dealer allows their
reps free choice. Some say you have to use what they’ve cho-
sen, and often times it’s not very good. Often times when the
advisor changes, there are conflicting interests that have noth-
ing to do with how good the software is and how easy it is to
use. To me, that’s not really a free marketplace, and I think
there are distortions in the market because of that.

Hepler: Many of the people who are associated with broker-
dealers are independents. They are RIAs. But we often can’t get
their data easily from the BD. ByAllAccounts, a leader in pro-
viding data solutions in the industry, has been helping us for
quite some time now to address this issue.

Bruckenstein: Right, but nevertheless, even though they
are “independent”, they are not technology independent, so to
me, that’s sort of a misnomer. If you have constraints on what
you can do, to me, that’s not independent. You’re beholden to
someone else.

Hepler: In that regard, yes.

Measuring Technology ROI

Bill Winterberg, Technology Consultant, Founder, fpPad:
What you said, Mary, resonated with some observations that
I have in the advisor space. An overwhelming
majority just aren’t measuring the benefits they
receive from technology with a return-on-invest-
ment perspective. Most are still operating on sys-
tems and tools and processes that hearken from 5
or 10 years ago. The way that technology has moved in the last
12-24 months, well, there are just so many opportunities that
advisors have to reach scale and enhance the way that they
deliver service to clients. So there’s a clear case that advisors
are absolutely going to get a return-on-investment with almost
any product in technology that they implement. But advisors
are conservative with their purse strings and they don’t want
to make a mistake, so it is an impediment often with exploring

{

B9

DISCUSSION

opportunities in new software and new utilities. There need to
be a number of compelling reasons to overcome that resistance
and conservative approach to where they’re going to jump in
with both feet, get their staff on board with full buy-in and re-
ally get some true return-on-investment with whatever service
and product they buy.

“The way that technology has moved
in the last 12-24 months, well, there
are just so many opportunities that
advisors have to reach scale and
enhance the way that they deliver
service to clients. So there’s a clear
case that advisors are absolutely
going to get a return-on-investment
with almost any product in
technology that they implement.”

Bill Winterberg, Technology Consultant, Founder, fpPad

Bruckenstein: One of the ways that might happen is if they
actually had some measurement of ROI, but most of them don’t
measure it and those that do, do it in a very informal manner.
So it’s very hard to make the case. To me, ROI is one of the best
reasons to buy new technology, but if that’s not even on advi-
sors’ radar screens, it makes it that much more difficult to sell
them on the idea of doing it.

DePina: Some of our RIA clients are actually using their CRM
system to track the difference between their time spent, or cost,
for each client and the revenue they make on each account. Any
client that is costing them is essentially “let go.” Some firms are
adopting this as an annual housekeeping process. The same
firms, after implementing our integrated RIA platform, are see-
ing their ability to service a higher number of clients increase
while their actual cost-per-client dramatically decreases.

When looking across the various technologies and the ROI
each delivers, rebalancing software has a unique value propo-
sition—since it’s almost always replacing a resource-intensive
manual process—not existing technology. Because of this, firms
experience tremendous ROI.
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In our experience, the average firm spends 20 minutes rebal-
ancing an account; however, when using rebalancing software,
that same advisor can literally rebalance thousands of accounts
in minutes and then spend the next few hours reviewing trade
recommendations, making any adjustments and then executing
with the various custodians. What took some of our clients an
entire quarter, now takes an afternoon. This ROI story is what
enables firms to efficiently manage over $300M in assets with a
staff of two. We have several RIA clients doing just that.

“In our experience, the average
firm spends 20 minutes
rebalancing an account; however,
when using rebalancing software,
that same advisor can literally
rebalance thousands of accounts
in minutes and then spend the
next few hours reviewing trade
recommendations, making any
adjustments and then executing
with the various custodians.”

Stuart DePina, Tamarac, Inc.

While, Tamarac’s focus has been serving the independent
RIA space, we have responded to several proposal requests
from broker-dealers looking to up-level technology for their
firms, but they seem to have more of a hang up on cost and
don’t see the ROI picture as well as the independent RIA does.

Hepler: We’ve actually put together some business cases
where we are dealing with an advisor who is currently with a
wirehouse or captive broker-dealer but wants to go out on their
own; they are very astute and able to do a good assessment of
value. In addition, we talk to the people in independent firms
that use technology every day—they want to change, but need a
convincing argument. We’ve put together a couple of business
cases for those people and were successful getting the busi-
ness. You’ve got to pick those pretty carefully though, other-
wise you’re spending a lot of time with no return.

Decision-Making Process

Burns: Okay, so my firm, Asset Dedication, is an investment
strategy firm that uses a lot of technology. Still, we have expe-
rienced the same thing. When we go in to talk to the business
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owner, there’s another layer. In essence, you really don’t have
the business owner who is providing the planning and advice,
you’ve got the business owner that’s providing some sort of a
platform, as you mentioned Stuart. The folks that are making
the purchases? Their incentive is to just not mess up. It’s not
to innovate, it’s not to take their business forward necessar-
ily; they feel they are already delivering service, they can just
continue to do what they are doing and any of the ROI is really,
as Stuart mentioned, just a cost to them. That’s how they view
it and whether that’s right or not, I think it’s a challenge with
that business model. One of the advantages that the RIAs have
is that true independence where they can make that decision;
they can be innovative and they can take advantage of what
that delivers to their clients and how that allows them to grow
their business or be more efficient with the business they just
want to maintain.

Bruckenstein: There are some B/D’s that really do have a
good reputation in the realm of technology and I think they ap-
proach it differently. One that comes to mind is Commonwealth.
Another is Cambridge. They have a reputation for technology
and, generally, our surveys show that with regard to technol-
ogy, their advisors are much more happy with the technology
they are being provided because they do take a different ap-
proach. So there is recognizable value for the end user, which
is what Mary is talking about, but often times at the corporate
level, they don’t connect the dots. They don’t realize that the
satisfaction or the retention or the ability to attract new inde-
pendent reps is more and more based on technology.

“When firms budget for technology,
they generally forget about the
implementation costs and the
ongoing training costs. As a rule
of thumb, if you are not devoting at
least 20% to 25% of the purchase
price to implementation and training,
and that’s just initial training, you're
not spending enough.”

Joel Bruckenstein, Technology Tools for Today

Burns: I agree with you; I think the people that are making
those decisions are more concerned with managing the status
quo and not making mistakes. If they have to upgrade, they
look for the path of least resistance. What’s the easiest new

CONTINUED ON A-14



Questions about running your business?
%OM have a Fface, 10 40 for answers.

Persé\im{ at worle for you.

How can you recruit and keep top performers? Are your operations as efficient
as they could be? Are you actively managing to profit? You can find the answers
you need with Pershing Advisor Solutions. Our practice management programs
focus on the key challenges that matter most to your business—driving growth,
optimizing human capital, maximizing efficiency and managing risk. From cutting-
edge research to interactive forums and personalized consulting, we offer practical,
end-to-end solutions that help drive results. It all adds up to powerful practice

management solutions at work for you.

See the whole story. p

www.pershingadvisorsolutions.com/atworkforyou
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Advisor Solutionse
BNY MELLON A BNY MELLON COMPANY

OPERATIONAL SUPPORT ‘ TRADING SERVICES | FLEXIBLE TECHNOLOGY ‘ INVESTMENT SOLUTIONS | PRACTICE MANAGEMENT ‘ SERVICE EXCELLENCE

© 2012 Pershing Advisor Solutions © Pershing LLC. Pershing Advisor Solutions LLC, member FINRA, SIPC, is a subsidiary of The Bank of New York Mellon
Corporation. Clearing, custody or other brokerage services may be provided by Pershing LLC, member FINRA, NYSE, SIPC. Pershing Advisor Solutions LLC
relies on its affiliate Pershing LLC to provide execution services. Trademark(s) belong to their respective owners.
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Technology Advances @ T3

It has been a busy year of technology innovation for TD Ameritrade
and their third party technology partners. According to Jon Patullo,
Director, Technology Product Management at TD Ameritrade, the
fruits of last year’s labors will be on display for all to see during
the 2012 Technology Tools for Today (T3) Conference. He recently
highlighted for us some of the things to be on the lookout for in the
T3 exhibition hall.

VEO® Open Access

VEO® Open Access is TD Ameritrade’s integration initiative
for independent financial advisors. This initiative links VEO,
TD Ameritrade’s highly regarded Web-based advisors’ platform
with a variety of third party technology providers. Through the
deep integration of VEO with their third party applications, advi-
sors will be able to view real-time data that originates in VEO within
their applications, be they CRM, financial planning, performance
reporting, or rebalancing/trade order management systems. Open
access allows data to flow the other way as well-from third party
applications into VEO. This can enable, for example, the ability
to view third party performance reports within VEO, or to access
alerts generated by a third party application within VEO.

A number of integrations are already live. These include Red-
tail, Salesforce and EBIX SmartOffice for CRM, Zywave (formerly
known as EISI) and MoneyGuidePro for financial planning, and
Orion Advisor Services for portfolio management and accounting.
According to Patullo, TD Ameritrade anticipates that there will
be a total of 15-20 integrations live in time for the T3 Conference.
Newcomers, which TD Ameritrade expects to be on board in time
for the T3 Conference, include Junxure (CRM) and eMoney.

Roadmap Integration

TD Ameritrade also has plans to integrate their Roadmap tool
with CRM systems that are part of the VEO Open Access initia-
tive. Roadmap is an online planning tool developed in conjunc-
tion with ActiFi, that helps financial advisors refine their high-
level business objectives into definable and executable tasks.

Using Roadmap, an advisor works with a TD Ameritrade
Institutional Solutions Consultant to define business goals
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related to growth, expertise, profitability, time management,
reducing risk, and/or enhancing client value. Roadmap then
offers the advisor specific strategies, tactics, and hypothetical
outcomes, ultimately producing a consulting report that can
be saved, shared, and used as part of a firm’s ongoing strategic
plan. Integrating Roadmap with an advisory firm’s CRM system
will allow advisors to seamlessly populate their CRM application
with the tasks and workflows outputted by Roadmap. Then, the
CRM system can be used to assign, track, and create analytics
related to the Roadmap tasks.

Mobility and Trading

By the time you read this, TD Ameritrade will have released
their trading application programming interface (API). This
should have an immediate and dramatic impact for those who
custody with TD Ameritrade. The release of the API will allow
TD Ameritrade for the first time to enable trading through their
existing iPad mobile application. In addition, TD Ameritrade
will be rolling out a mobile application for other mobile de-
vices. The trading API will allow TD Ameritrade to trade en-
able the mobile app as well. We expect TD Ameritrade to be
demonstrating both the trading capabilities of their iPad app,
as well as the full range of their mobile apps capabilities in the
T3 exhibition hall.

The trading API is significant for another reason: It should
result in a number of rebalancing solution integrations. In
order to reap the full benefits of incorporating rebalancing
software with the VEO ecosystem, a trading API is essential.
That’s because once the software suggests the trades, and the
advisor approves them, you want to be able to execute the
trades with the push of a button. The trading API will allow this
type of integration. We expect that a number of providers of
rebalancing solutions will be announcing integration initiatives
at the T3 conference, and it is possible that some providers
may have beta versions of their integration on display in the
exhibition hall.

eSignatures

TD Ameritrade recently announced advances in eSignature
technology that they will be highlighting at the conference.
Currently, TD Ameritrade licenses technology from DocuSign
that allows advisors to use the DocuSign console. Advisors can
complete forms on the console by typing the information in and
then sending the forms to clients for eSignature. With the new
enhancements, advisors can now use LaserApp to complete
forms and then forward them to clients for eSignature.
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Soon, advisors will be able to create forms and other
documents using information that resides in a number of
applications such as CRM systems and then seamlessly send
the forms to clients for eSignature. Clients will be able to
electronically sign the documents on their computers or
mobile devices and then have the signed copies returned to
the advisor and to TD Ameritrade. The necessary actions (such
as account openings) happen upon receipt of the paperwork.
According to Patullo, “we can take a process that currently
takes a week, and complete it in a single day with eSignature
and an efficient workflow”.

Workflow Templates

Speaking of workflows, TD Ameritrade has developed a
number of workflow templates for advisors in conjunction with
ActiFi. Their workflows are built into the TD Ameritrade version
of Salesforce. TD Ameritrade intends to make these templates

available to advisors who use other CRM systems that are part
of the VEO® Open Access initiative so that all of their advisors
can leverage the workflows to create greater efficiencies.

There’s Much More

In this article, I’ve highlighted some of the technological
advances that just one T3 exhibitor has made since the last
T3 Conference in February 2011. While not every participant
at the 2012 conference has as many new initiatives, I feel con-
fident that almost every exhibitor will have new and exciting
technological advances to share with attendees. Dave Drucker
and I look forward to seeing you in Dallas! m

Freelance magazine writer, book author, virtual office consultant
and fee-only financial advisor Joel P. Bruckenstein, CFP®, NAPFA
Registered Financial Advisor, is Publisher of T3: The Newsletter and
a co-chair of Technology Tools for Today, the only annual technology/
practice management conference for independent advisors.

WHERE HAVE THE PAST SEVEN YEARS GONE? CONTINUED FROM A2

platforms, Bruce has moved almost entirely to the cloud for his
technology needs, and happily counsels other advisors on how
to follow in his path.

A companion session—the Contractual Side of Cloud Com-
puting—will discuss the logistics of uploading sensitive informa-
tion to the cloud and ownership of that information, something
every advisor must consider before moving to the cloud.

Other sessions at T3 will look at the practice management
side of technology—does it pay, and how much? Tim Welsh of
Nexus Strategy LLC and David Lawrence of Global Practice Net-
work will lead a panel of companies that have done Return on
Technology Investment studies to discuss study findings and
the way in which advisors should look at the cost-benefit side
of adopting new technology. Internal ROI studies represented
in this session will be those of Laserfiche, a document man-
agement technology firm, Black Diamond, a portfolio manage-
ment outsourcing firm recently acquired by Advent, and Junx-
ure, one of the industry’s most widely-used CRM systems.

Another new trend T3 will examine is that of software in-
tegration. Actually, it’s not a new trend, but it is a constantly
evolving one. In earlier days, integration meant creating all-in-
one systems encompassing key areas of functionality such as fi-
nancial planning, CRM and portfolio management. Interactive
Advisory Software’s (www.iassoftware.com) offering is an ex-
ample of this, and IAS will participate on the panel entitled The
Death of the Application: What Real Integration Looks Like.

Also on this panel will be three companies that have taken a
somewhat different approach to integration, like that of Tama-
rac (www.tamaracinc.com). What Tamarac has evolved is the
system it calls Advisor Xi, which integrates Tamarac’s own port-
folio management applications with applications from trusted,
third party providers on a completely Web-based platform that
Tamarac calls a “Software-as-a-Service Multi-Tenant Platform.”
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Integration partners include Microsoft Dynamics CRM. Other
third party providers Tamarac has integrated its product with
also offer financial planning, document management, online
form submission and more. This seamless integration of pro-
prietary and third party applications represents the newest
trend in integrated software.

Finally, just as tablets are revolutionizing the client meeting
process, new technologies are modernizing the client reporting
process. Our panel on Client Reporting, featuring companies
such as FI360 (www.fi360.com), Rockit (www.rockitco.com)
and Norwood Consulting (www.norwood-consulting.com), will
look at the myriad of ways client reporting has grown. Long past
are the days when advisors needed to print voluminous perfor-
mance reports quarterly and snail-mail them to clients (although
many still do). This panel shows you much more efficient alter-
natives gaining ground with increasingly tech-savvy clients.

The point is, there is probably no field of interest to finan-
cial advisors that changes more rapidly than technology. No
longer can growing businesses rely on proprietary spread-
sheets and other utilities to successfully grow their businesses.
As new technologies quickly come online and become main-
stream must-have systems, advisors are looking at increasing
their commitments and their budgets to technology acquisi-
tion. Some advisors, like those who attend the T3 Conference,
recognize how absolutely essential it is to stay abreast of these
new technologies and welcome the opportunity to learn about
them and increase their firms’ competitiveness. Other advisors
must be led, kicking and screaming, into this Brave New World.
Which kind of advisor do you want to be? m

David J. Drucker, MBA, CFP® is a fee-only advisor, author, journalist,
editor of T3: The Newsletter and co-chair of the Technology Tools for
Today Annual Conference.
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product we can plug into this platform without rocking the
boat and incurring huge costs?

Carney: We see the same thing. It’s just the reactive verses
the proactive. They’re not thinking, just reacting. They’ll do
something when there’s an issue such as, “I'm losing reps—now
I’ve got to go do something.” Even RIAs to some extent have a
little of that too, being reactive verses proactive.

Competitive Advantage

Winterberg: Survey after survey shows that the firms who
make a concerted and continuous effort to innovate and adopt
some of the leading technologies are widening the gap with
their peers. Those that embrace new technology and make sure
that they are delivering value-adds to their end clients, they’re
the ones that are consistently showing higher profitability; the
advisors are working less hours, the staff is generally more sat-
isfied and they are separating their performance and their ma-
trix with the rest of the competition and their peers.

“One of the advantages that the RIAs
have Is that true independence
where they can make that decision;
they can be innovative and they can
take advantage of what that delivers
to their clients and how that allows
them to grow their business or be
more efficient with the business
they just want to maintain.”

Brent Burns, Asset Dedication

A lot of the questions I field from advisors come from all
different areas and I try to focus the questioning down to this:
what is the ultimate deliverable you are trying to offer to your
client? When you have a husband and wife, or couple or single
individual in your office, what is the planning experience, the
advisory experience that you are looking to deliver to that end
client? Then, back up and think about the technology that you
have in place today, the technology that you may be consider-
ing purchasing in the future, and how those systems support
that ultimate deliverable of the relationship and the advice that
you give. Use that as your benchmark and then identify those
services and products that support that engagement. Think
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about ways that it can be scaled so you can grow your busi-
ness. Think of ways that create happy clients because happy
clients can’t wait to tell their friends and family how well they
are being serviced and that leads to referrals. That leads to
more business and that uses the scalability that you have to
grow your business and be the advisor that you’re hoping to be
by embracing these solutions.

Burns: The point you made is right on the money in terms
of integrating the technology with the planning process. Un-
fortunately, a lot of folks buy technology in silos. They say, “I
need something to manage client relations, so 'm going to get
myself a CRM,” and then, “Oh I need to rebalance. 'm going to
get a rebalancing tool,” or “I need to do some planning so I'll
get some planning software.” They buy the technology in silos
and they never think, “How do I crosslink them? How do they
actually play into the business that I have and, ultimately, into
the experience that I want to deliver to my clients?” There are
some really fantastic opportunities to innovate with technol-
ogy and get out ahead of the curve of what other planners are
delivering to their clients.

It goes back to something James mentioned earlier: there is,
often times, a lack of a strategy. In this case, I'm saying an over-
arching business strategy that says, “Here’s what we’re about.
Here’s the kind of service we want to deliver. Now let’s backfill
the technology and the products that will do that and let’s tie it
all up in a way that we can communicate to clients so that they
recognize that when we deliver service to them, that they are
getting something that they are not going to get when they go
down the street and into someone else’s office, because we are
ahead of the curve. We are either leveraging technology in a
way that nobody else is, or that we are able to provide more ser-
vice to more people; we can scale up and help more people.

World-Class Service

Burns: One thing that I hear particularly in the RIA mar-
ket is this passion about actually helping people and changing
their lives. When you boil it down to that and you figure out
what needs to come in to support that process, if you piece
it together in a way that’s integrated, then there are all kinds
of fascinating technologies and appliances that will make that
process really stand out where the client will go, “Holy cow.
That is world-class service. And when I talked to my friends
about my experience, they have never heard of anybody that
delivers service in that way.” There’s a fantastic opportunity;
we’ve got providers at this roundtable that have tools that
make that possible. It’s just a matter of lacing it all together, but
really coming back to that strategy. Who are we? What are we
about? And then how do we deliver? m

Download the entire white paper transcript and view a corresponding
multimedia presentation at www.TechnologyToolsForToday.com
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