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Sources: Case Material, Fortune Business Insights 

Situation Overview

Nordea is at the forefront of the Nordic Wealth Market and is 

looking to grow its UHNWIs segment

Become the preferred wealth manager in the 

Nordics specifically within the ultra-high-net-
worth segment 

Strong omnichannel experiences driving 

profitable growth and optimizing efficiency to 
create value for customers & shareholders

Leading financial services group in Northern 

Europe with a 200-year history of supporting 
the regionôs economies

The Nordic Wealth Market is currently valued 

at ú1.8t, forecasted to grow at a CAGR of 5% 
until 2030

Growing demand for non-financial services 

and multigenerational wealth management 
within UHNWI segments

Rising adoption of artificial-intelligence and 

data-driven insights for hyper-personalization

Market Overview Company Overview

Market 
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Market 

Trends

Key 

Insights

Nordea 

Today

Current 

Strategy

Nordeaôs 

Ambition
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xx

Growing personalized 

offerings from competitors 

limiting retention

Limited access to real-time 

data hindering efficient 

client management

Rising complexity of UHNWI 

non-financial needs 

hindering acquisition

Challenges Overview

Weôve identified 3 key challenges that Nordea will need to 

navigate to meet its aspirations



How can Nordea leverage its Nordic footprint and 

universal bank competencies to attract and retain 

Nordic Ultra-High-Net-Worth clients?
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Executive Summary

Rising complexity of UHNWI 

non-financial needs

Limited access to real-time 

data

Growing personalized 

offerings from competitors

KPIs by 2030

Question

Strategy

How can Nordea leverage its Nordic footprint and universal bank 

competencies to attract and retain Nordic Ultra-High-Net-Worth clients?

Challenges

Annual Revenues from UHNWI 

segment

210 Mn EUR +56.4%
Customer Lifetime Value

+30%
Cluster Trust Index 

ñNordea Legacyò

Elevate
Launch Nordea Legacy, a dedicated 

division within wealth management 
to exclusively serve UHNWIs

Empower
Equip Nordea advisors with AI-

powered dashboard to support 
clients and anticipate client needs

Personalize
Create Legacy App, an exclusive 

UHNWI app to provide personalized 
offerings based on unique needs
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Analysis

Source: Capgemini, The Ownership Company, Case material, Team analysis

Industry Analysis

Enhance your value proposition through new non-financial services 

and more personalized approaches to effectively target UHNWIs

Family offices have grown by 50% in 

the past 5 years, with most UHNWIs 

favoring this service

This is due to growing demand for 

more personalized approaches and 

non-financial services

Growing Demand for Family Offices
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Analysis

Source: Capgemini, The Ownership Company, Case material, Team analysis

Industry Analysis

Enhance your value proposition through new non-financial services 

and more personalized approaches to effectively target UHNWIs

Family offices have grown by 50% in 

the past 5 years, with most UHNWIs 

favoring this service

This is due to growing demand for 

more personalized approaches and 

non-financial services

Growing Demand for Family Offices
Financial Incumbents as Trusted Financial Service 

Providers

ñUHNWIs said they prefer incumbent 

wealth firms for financial value-added 

services.ò Capgemini 

78% of UHNWIs consider value-added 

services essential in their relationships 

with wealth management firms
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Analysis

Source: Capgemini, The Ownership Company, Case material, Team analysis

Industry Analysis

Enhance your value proposition through new non-financial services 

and more personalized approaches to effectively target UHNWIs

Family offices have grown by 50% in 

the past 5 years, with most UHNWIs 

favoring this service

This is due to growing demand for 

more personalized approaches and 

non-financial services

Key Takeaway 
Enhance your value proposition to offer a deeper layer of personalization while enhancing your 
value-added services offering for UHNWI to effectively compete with family offices.

Growing Demand for Family Offices
Financial Incumbents as Trusted Financial Service 

Providers

ñUHNWIs said they prefer incumbent 

wealth firms for financial value-added 

services.ò Capgemini 

78% of UHNWIs consider value-added 

services essential in their relationships 

with wealth management firms
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Analysis

Personalization

Sources: Capgemini, Interview with Nordea Financial Advisor , Professional Wealth Manager, Medium, Team Analysis

Key Requirements for Personalization

Enhance your wealth managerôs relationship with UHNWIs through 

data analytics and AI to create more meaningful client relationships

Key Enabler: Wealth Manager

Better 

understanding 

your customer 

Fostering trust-

driven 

relationships 
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Analysis

Personalization

Sources: Capgemini, Interview with Nordea Financial Advisor , Professional Wealth Manager, Medium, Team Analysis

Key Requirements for Personalization

Enhance your wealth managerôs relationship with UHNWIs through 

data analytics and AI to create more meaningful client relationships

Major Pain Point: Inability to deliver high level of 

personalization to multiple clients at once

Key Enabler: Wealth Manager

Better 

understanding 

your customer 

Fostering trust-

driven 

relationships 
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Analysis

Personalization

Sources: Capgemini, Interview with Nordea Financial Advisor , Professional Wealth Manager, Medium, Team Analysis

Key Requirements for Personalization Insights on AI and Data Analytics for Personalization

Enhance your wealth managerôs relationship with UHNWIs through 

data analytics and AI to create more meaningful client relationships

Al will play a crucial role in deepening advisor-client 

relationships by leveraging data to cater to 

client needs."
Wealth Management Leader, 

LPL Financial

Major Pain Point: Inability to deliver high level of 

personalization to multiple clients at once

Key Enabler: Wealth Manager

Better 

understanding 

your customer 

Fostering trust-

driven 

relationships 

76% report 

increased efficiency 
from AI integration
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Analysis

Personalization

Sources: Capgemini, Interview with Nordea Financial Advisor , Professional Wealth Manager, Medium, Team Analysis

Key Requirements for Personalization Insights on AI and Data Analytics for Personalization

Enhance your wealth managerôs relationship with UHNWIs through 

data analytics and AI to create more meaningful client relationships

Al will play a crucial role in deepening advisor-client 

relationships by leveraging data to cater to 

client needs."

Key Takeaway
Leverage generative AI to minimize non-core work for your wealth managers while providing key 

data analysis insights to allow for more personalized client interactions. 

Wealth Management Leader, 

LPL Financial

Major Pain Point: Inability to deliver high level of 

personalization to multiple clients at once

Key Enabler: Wealth Manager

Better 

understanding 

your customer 

Fostering trust-

driven 

relationships 

76% report 

increased efficiency 
from AI integration
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Analysis
Further Personalize your Current 

Lifestyle Service Offering

Most sought-after non-financial services, 

which could be enhanced to give you a 

competitive edge

Leverage Concierge & Lifestyle Services

Become the ultimate provider of exclusive 

lifestyle & concierge services by offering 

a personalized offering

Further Personalize Nordea Black Offering

Enhance value-added services by developing both your 

lifestyle offering and generational wealth advising services 
Value-Added Services Analysis

Source: Nordea Website, Capgemini, Case Material, Team Analysis
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Analysis
Provide More Comprehensive 

Wealth Inheritance Advising

Further Personalize your Current 

Lifestyle Service Offering

Build a strong relationship with heirs at 

an early stage to retain long-term clientele

Most sought-after non-financial services, 

which could be enhanced to give you a 

competitive edge

Leverage Concierge & Lifestyle Services

Become the ultimate provider of exclusive 

lifestyle & concierge services by offering 

a personalized offering

Further Personalize Nordea Black Offering

Estate planning and family governance are 

essential for wealth management

Demand for Wealth Inheritance Advising

Role in Achieving Customer Retention

Enhance value-added services by developing both your 

lifestyle offering and generational wealth advising services 
Value-Added Services Analysis

Source: Nordea Website, Capgemini, Case Material, Team Analysis



Overview Strategy Impact RisksAnalysis

Analysis

Source: Capgemini, Case Material

Channel Analysis

Provide your UHNW financial services through an 

omnichannel, physical and all-in-one digital approach

Insights on Customer Preferences

77% of UHNWIs say 24/7 access through 

preferred digital channels is when selecting 

a WM firm

UHNWIs want a hands-on, digital-channel 

approach to explore offerings and invest at their 

own pace

UHNWIs continue to highly value human 

interactions which adds a layer of trust and 

credibility
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Analysis

Source: Capgemini, Case Material

Channel Analysis

Provide your UHNW financial services through an 

omnichannel, physical and all-in-one digital approach

Insights on Customer Preferences

Provide an omnichannel 

service through your 

wealth managers and a 

digital, AI-powered, all-in-

one integrated platform

Key Takeaway

77% of UHNWIs say 24/7 access through 

preferred digital channels is when selecting 

a WM firm

UHNWIs want a hands-on, digital-channel 

approach to explore offerings and invest at their 

own pace

UHNWIs continue to highly value human 

interactions which adds a layer of trust and 

credibility
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Elevate

1

Launch Nordea Legacy, a 

dedicated division within 

wealth management to 

exclusively serve UHNWIs

Personalize

2

Create Legacy App, exclusive 

to UHNWIs, providing 

personalized offerings based 

on unique needs

Empower

3

Equip Nordea advisors with 

AI-powered dashboard to 

better understand and 

support clients
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Elevate

1

Launch Nordea Legacy, a 

dedicated division within 

wealth management to 

exclusively serve UHNWIs

Personalize

2

Create Legacy App, exclusive 

to UHNWIs, providing 

personalized offerings based 

on unique needs

Empower

3

Equip Nordea advisors with 

AI-powered dashboard to 

better understand and 

support clients
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Introducing Nordea Legacy

Introduce Nordea Legacy: A dedicated division within wealth 

management to exclusively serve UHNWIs

Introducingé

Nordea Legacy
Nordeaôs exclusive wealth management division 

designed to serve the unique needs of UHNWIs and 

their families 

What objectives are driving proposed changes?

A
Objective 1

First-Mover advantage for acquiring ultra 

high net worth individuals

B
Objective 2

Personalize the experience to compete 

with the family offices
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Introducing Nordea Legacy

Introduce Nordea Legacy: A dedicated division within wealth 

management to exclusively serve UHNWIs

Introducingé

Nordea Legacy
Nordeaôs exclusive wealth management division 

designed to serve the unique needs of UHNWIs and 

their families 

Creating the Nordea Legacy Pipeline in 3 steps:

What objectives are driving proposed changes?

A
Objective 1

First-Mover advantage for acquiring ultra 

high net worth individuals

B
Objective 2

Personalize the experience to compete 

with the family offices

Case Study:

Offers a one-stop-shop platform called 
άCŀƳƛƭȅ ²ŜŀƭǘƘ tƭŀǘŦƻǊƳέΣ ǘŀǊƎŜǘƛƴƎ 

UHNWI and their families

Onboard Profile Match

Target UHNWIs 

at an early stage

Understand their 

unique needs

Pick the right 

advisor for them

1 2 3

Offer pre-liquidity 

management to 
select companies 
in your network

Build comprehensive 

customer profiles 
through needs 
categorization

Matching 

algorithm for 
customer profiles 

and advisors
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Persona Introduction

Let's first introduce 2 personas representing key Nordea 

stakeholders

Stakeholder overview

Elias
Nordea Advisor

Chris
UHNW Individual
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Persona Introduction

Let's first introduce 2 personas representing key Nordea 

stakeholders

Nordea Advisor

Chris is a Danish 

entrepreneur who 

recently sold his startup. 

Heôs seeking more 

personalized offerings 
to better manage his 

familyôs wealth

EliasStakeholder overview

Elias
Nordea Advisor

Chris
UHNW Individual

UHNW Individual

Elias is a Nordea 

advisor that has been 

assigned to Chris and is 

unable to cater to the 

personalized needs of 
Chris due to his long 

client list

Chris
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Persona Introduction

Let's first introduce 2 personas representing key Nordea 

stakeholders

Nordea Advisor

Chris is a Danish 

entrepreneur who 

recently sold his startup. 

Heôs seeking more 

personalized offerings 
to better manage his 

familyôs wealth

EliasStakeholder overview

Elias
Nordea Advisor

Chris
UHNW Individual

UHNW Individual

Elias is a Nordea 

advisor that has been 

assigned to Chris and is 

unable to cater to the 

personalized needs of 
Chris due to his long 

client list

Chris
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Nordea Legacy Pipeline

Onboard UHNWIs at an early stage, create comprehensive 

profiles and match them with an advisor

1. Attract

Onboard UHNWIs through 

1. Pre-liquidity management offered to 
SMEôs and Corporations with high 
exit potential

2. New clients through outreach 
program

3. Categorization

Categorize Chris under the 

different types to better 
understand needs

5. Match

Match Chris based on his profile with 

the right advisor within Nordea

NORDEA LEGACY

// DETAILS IN APPENDIX

Nordea Legacy
{ƘŀǇƛƴƎ ȅƻǳǊ CŀƳƛƭȅΩǎ 

Legacy

Connect Now

A dedicated division 

within wealth 

management to 

exclusively serve 

UHNWIs

2. Onboard

Chris utilizes estate 

planning services and 
transfer tax planning

4. Profile
Chris is categorized 

as a wealthy non-
business individual 
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Elevate

1

Launch Nordea Legacy, a 

dedicated division within 

wealth management to 

exclusively serve UHNWIs

Personalize

2

Create Legacy App, exclusive 

to UHNWIs, providing 

personalized offerings based 

on unique needs

Empower

3

Equip Nordea advisors with 

AI-powered dashboard to 

better understand and 

support clients
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App Features

Create Legacy App: an exclusive UHNWIs app to provide 

personalized offerings based on unique needs 

Nordea Legacy 
App

{ƘŀǇƛƴƎ ȅƻǳǊ CŀƳƛƭȅΩǎ 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3
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App Features

Create Legacy App: an exclusive UHNWIs app to provide 

personalized offerings based on unique needs 

Key Features

1

2

3

Enhanced NBS Management

Leverage RAG AI to personalize 

Nordea Black Services

Family Accounts

Create Family Accounts to integrate 

and support members

Cluster Management

Real-time owner nudging and 

requests for help

Benefits

For UHNWIs

For Nordea

Personalized management, family-

centric solutions & proactive 
support

Enhanced value proposition and 

operational efficiency, scalable 
growth & data-driven insights

Data Collection

At the heart of the win-win

Nordea Legacy 
App

{ƘŀǇƛƴƎ ȅƻǳǊ CŀƳƛƭȅΩǎ 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3
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App Features

Create Legacy App: an exclusive UHNWIs app to provide 

personalized offerings based on unique needs 

Key Features

1

2

3

Enhanced NBS Management

Leverage RAG AI to personalize 

Nordea Black Services

Family Accounts

Create Family Accounts to integrate 

and support members

Cluster Management

Real-time owner nudging and 

requests for help

Benefits

Personalized management, family-

centric solutions & proactive 
support

Enhanced value proposition and 

operational efficiency, scalable 
growth & data-driven insights

Data Collection

At the heart of the win-win

Nordea Legacy 
App

{ƘŀǇƛƴƎ ȅƻǳǊ CŀƳƛƭȅΩǎ 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3

For UHNWIs

For Nordea



Overview Analysis Strategy Impact Risks

R E C O M M E N D AT I O N

Leverage RAG AI and your 
partnership with Mastercard to 
create a luxury experience that 
caters to UHNWI needs and 
delivers hyper-personalized 
solutions

R A G  A I  P E R S O N A L I Z AT I O N  E N G I N E

Enhance your concierge Nordea Black Services through RAG 

AI for proactive personalized experiences
RAG AI for Concierge services /  N O N - E X H A U S T I V E

I N  A C T I O N

Nordea Legacy 
App

Chris

Prepare a 

vacation for me 

under 30,000 

euros- to a 

destination with 

cultural exhibits
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R E C O M M E N D AT I O N

Leverage RAG AI and your 
partnership with Mastercard to 
create a luxury experience that 
caters to UHNWI needs and 
delivers hyper-personalized 
solutions

R A G  A I  P E R S O N A L I Z AT I O N  E N G I N E

Enhance your concierge Nordea Black Services through RAG 

AI for proactive personalized experiences
RAG AI for Concierge services /  N O N - E X H A U S T I V E

I N  A C T I O N

Nordea Legacy 
App

Chris

Prepare a 

vacation for me 

under 30,000 

euros- to a 

destination with 

cultural exhibits

Key Data Inputs

Explicit Preferences 
(user defined interests)

Implicit Insights
(Spending patterns, 

past bookings)

Contextual Signals
(Seasonality, global 

events)

Budget & Constraints
(Spending limits, 

sustainability preferences)

Recommendations

RAG AI

Nordea Legacy 
App

RAG AI

Please wait 

until I come 

up with a 

recommend

ationé

Visit Paris

Click here for 

more infoé. 

Visit Rome

Click here for 

more infoé. 
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R E C O M M E N D AT I O N

Leverage RAG AI and your 
partnership with Mastercard to 
create a luxury experience that 
caters to UHNWI needs and 
delivers hyper-personalized 
solutions

R A G  A I  P E R S O N A L I Z AT I O N  E N G I N E

Enhance your concierge Nordea Black Services through RAG 

AI for proactive personalized experiences
RAG AI for Concierge services /  N O N - E X H A U S T I V E

I N  A C T I O N

Nordea Legacy 
App

Chris

Prepare a 

vacation for me 

under 30,000 

euros- to a 

destination with 

cultural exhibits

Key Data Inputs

Explicit Preferences 
(user defined interests)

Implicit Insights
(Spending patterns, 

past bookings)

Contextual Signals
(Seasonality, global 

events)

Budget & Constraints
(Spending limits, 

sustainability preferences)

Recommendations

RAG AI

Nordea Legacy 
App

RAG AI

Please wait 

until I come 

up with a 

recommend

ationé

Visit Paris

Click here for 

more infoé. 

Visit Rome

Click here for 

more infoé. 

Choses an option Gets sent for approval Sends request to MC
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App Features

Create Legacy App: an exclusive UHNWIs app to provide 

personalized offerings based on unique needs 

Key Features

1

2

3

Enhanced NBS Management

Leverage RAG AI to personalize 

Nordea Black Services

Family Accounts

Create Family Accounts to integrate 

and support members

Cluster Management

Real-time owner nudging and 

requests for help

Benefits

Personalized management, family-

centric solutions & proactive 
support

Enhanced value proposition and 

operational efficiency, scalable 
growth & data-driven insights

Data Collection

At the heart of the win-win

Nordea Legacy 
App

{ƘŀǇƛƴƎ ȅƻǳǊ CŀƳƛƭȅΩǎ 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3

For UHNWIs

For Nordea
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Family Profiles

Introduce Family Profiles and Capital Owner Nudges to 

better support clusters as a whole

Introduce

Family 

Profiles

Owner

Nudges

Key Features

2

3

Enable family 

members to 

engage & learn

Enable capital 

owner to receive 

nudges

A strategic 

move to 

future-proof 

Nordeaôs 

relationship 
with UHNW 

families

A strategic 

initiative to 

overcome 

biases

Nordea Legacy 
App

Welcome, Rosa

Ask me 

anythingé

LΩƳ ŀǘ ȅƻǳǊ ŀǎǎƛǎǘŀƴŎŜ

2

3

Nordea Legacy 
App

Welcome, Chris

Latest Nudges

Check your 
operational company 

now!
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Strategy

Support family members by involving them early-on and 

educating them on the cluster

Benefits

Family accounts: Bridging the Gap

70% of heirs switch advisors after 

inheriting wealth

Early Involvement

2 levers:

Education

Introduce

Family 

Profiles

A strategic 

move to 

future-proof 

Nordeaôs 

relationship 

with UHNW 

families

Nordea Legacy 
App

Welcome, Rosa

Ask me 

anythingé

LΩƳ ŀǘ ȅƻǳǊ ŀǎǎƛǎǘŀƴŎŜ

Leverage Nova AI

Allow heirs to explore cluster 

assets, ask questions, and 
learn financial literacy

Next-Gen Engagement

Early education & trust

Behavioral Insights for Nordea

Allow heirs to understand their familyôs 

wealth before inheritance reducing the 
likelihood of attrition

Build lifelong loyalty by positioning 

Nordea as a trusted advisor through 
learning experiences

Capture data on family interactions & 

preferences, refining personalization 
offerings

2
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Strategy

Nudge capital owners about recent developments within 

their clusters to proactively serve their needs

Benefits

Owner Nudges & Follow-Up Support Owner

Nudges

A strategic 

initiative to 

overcome 

biases

Proactive Decision Making

Bias Reduction

Operational Support

Owner nudges help business owners 

take timely actions to mitigate risks or 
capitalize on opportunities.

Nudges act as cognitive support 

mechanisms, helping owners overcome 
common decision-making biases

AI-driven nudges ensure that business 

owners remain informed about key 
operational changes

Nordea Legacy 
App

Welcome, Chris

Latest Nudges

Check your 
operational company 

now!

Nova AI

There was a recent development 

within your operational company 
and you must take action now.

Chris

Can you tell me more about what 

happened?

Nova AI

In summary, I noticed a drop in 

average transaction value. Please 
select one of the following 
options:

Thank you for 

letting me know, 
thatôs enough

Contact Advisor 

now

3
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Strategy

Nudge capital owners about recent developments within 

their clusters to proactively serve their needs

Benefits

Owner Nudges & Follow-Up Support Owner

Nudges

A strategic 

initiative to 

overcome 

biases

Proactive Decision Making

Bias Reduction

Operational Support

Owner nudges help business owners 

take timely actions to mitigate risks or 
capitalize on opportunities.

Nudges act as cognitive support 

mechanisms, helping owners overcome 
common decision-making biases

AI-driven nudges ensure that business 

owners remain informed about key 
operational changes

Nordea Legacy 
App

Welcome, Chris

Latest Nudges

Check your 
operational company 

now!

Nova AI

There was a recent development 

within your operational company 
and you must take action now.

Chris

Can you tell me more about what 

happened?

Nova AI

In summary, I noticed a drop in 

average transaction value. Please 
select one of the following 
options:

Thank you for 

letting me know, 
thatôs enough

Contact Advisor 

now

3
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Elevate

1

Launch Nordea Legacy, a 

dedicated division within 

wealth management to 

exclusively serve UHNWIs

Personalize

2

Create Legacy App, exclusive 

to UHNWIs, providing 

personalized offerings based 

on unique needs

Empower

3

Equip Nordea advisors with 

AI-powered dashboard to 

better understand and 

support clients
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Equip your advisors with a comprehensive understanding of 

their client profile to deepen client-advisor relationships

Elias
My clients | My account

Name: Chris

Age: 52

Relationship with Nordea: 1Y

Query: Operational Issue

Customer Overview

ñADVISOR POWER DASHBOARDò

AI-Powered Advisor Dashboard

Legacy

Intent Analysis

Sentiment Analysis

- Guidance

- Help

- Operation 

assessment

Summary

Summary

Provide advisors with intent 

& sentiment analysis to 
better handle client requests

Risk 

Tolerance
Sustainability 

Outlook

Investment 

Portfolio
Spending 

Patterns

NBS usage 
Cluster 

Performance

Through Gathered Data Points

Customer Analysis

For better customer insights

1

Elias typically would not 

have access to 
personalized insight
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Provide context briefing on previous AI interactions to quickly 

bring your advisor up-to-date

Elias
My clients | My account

Name: Chris

Age: 52

Relationship with Nordea: 1Y

Query: Operational Issue

Customer Overview

ñADVISOR POWER DASHBOARDò

AI-Powered Advisor Dashboard

Legacy

Intent Analysis

Sentiment Analysis

- Guidance

- Help

- Operation 

assessment

Summary

Summary

Provide advisors with intent 

& sentiment analysis to 
better handle client requests

Customer Analysis1

Content Briefing

Nova AI

Chris, your client, got 

nudged regarding an 
operational issue 

arising from a decrease 

average transaction 
value. 

Brief the advisor using the 

conversation the client had 
with Nova AI beforehand

Content Briefing2
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Leverage your Boost AI partnership to transcribe client-advisor 

calls in real time and extract insights

Elias
My clients | My account

Name: Chris

Age: 52

Relationship with Nordea: 1Y

Query: Operational Issue

Customer Overview

ñADVISOR POWER DASHBOARDò

AI-Powered Advisor Dashboard

Legacy

Intent Analysis

Sentiment Analysis

- Guidance

- Help

- Operation 

assessment

Summary

Summary

Provide advisors with intent 

& sentiment analysis to 
better handle client requests

Customer Analysis1

Content Briefing

Nova AI

Chris, your client, got 

nudged regarding an 
operational issue 

arising from a decrease 

average transaction 
value. 

Brief the advisor using the 

conversation the client had 
with Nova AI beforehand

Content Briefing2

On-Call Transcription
Gather insights from client 

conversation to update 
profile on rolling basis

On-Call Transcription3



Overview Analysis Strategy Impact Risks

Enable the advisor to access personalized recommendations 

by leveraging RAG AI and the extracted insights

Elias
My clients | My account

Name: Chris

Age: 52

Relationship with Nordea: 1Y

Query: Operational Issue

Customer Overview

ñADVISOR POWER DASHBOARDò

AI-Powered Advisor Dashboard

Legacy

Intent Analysis

Sentiment Analysis

- Guidance

- Help

- Operation 

assessment

Summary

Summary

Provide advisors with intent 

& sentiment analysis to 
better handle client requests

Customer Analysis1

Content Briefing

Nova AI

Chris, your client, got 

nudged regarding an 
operational issue 

arising from a decrease 

average transaction 
value. 

Brief the advisor using the 

conversation the client had 
with Nova AI beforehand

Content Briefing2

On-Call Transcription
Gather insights from client 

conversation to update 
profile on rolling basis

On-Call Transcription3

Recommendations

Leverage Retrieval-Augmented-

Generation to support the 
advisor with solutions

RAG-Recommendation4

RAG AI

The reason behind the 

decline is a data center 
shutdown. This is what I 

found:

Learn More Resolved

RAG will pool data from 

enhanced profile, query 
history and specific 

industry 
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Utilize network flows to pre-fill ticket forms for manual process 

management when advisor is unsuccessful 

Elias
My clients | My account

Name: Chris

Age: 52

Relationship with Nordea: 1Y

Query: Operational Issue

Customer Overview

ñADVISOR POWER DASHBOARDò

AI-Powered Advisor Dashboard

Legacy

Intent Analysis

Sentiment Analysis

- Guidance

- Help

- Operation 

assessment

Summary

Summary

Provide advisors with intent 

& sentiment analysis to 
better handle client requests

Customer Analysis1

Content Briefing

Nova AI

Chris, your client, got 

nudged regarding an 
operational issue 

arising from a decrease 

average transaction 
value. 

Brief the advisor using the 

conversation the client had 
with Nova AI beforehand

Content Briefing2

On-Call Transcription
Gather insights from client 

conversation to update 
profile on rolling basis

On-Call Transcription3

Recommendations

Leverage Retrieval-Augmented-

Generation to support the 
advisor with solutions

RAG-Recommendation4

RAG AI

The reason behind the 

decline is a data center 
shutdown. This is what I 

found:

Learn More Resolved

Create Ticket

Issue not resolved? Click 

here to create a ticket

Create Ticket

In the case where 

the issue cannot be 

resolved on the 

spot, a ticket is 

created for manual 
handling and pre-

filled with all the 

information 

gathered throughout 

the process 



Overview Analysis Strategy Impact Risks

Elevate

1

Launch Nordea Legacy, a 

dedicated division within 

wealth management to 

exclusively serve UHNWIs

Personalize

2

Create Legacy App, exclusive 

to UHNWIs, providing 

personalized offerings based 

on unique needs

Empower

3

Equip Nordea advisors with 

AI-powered dashboard to 

better understand and 

support clients

Nordea Legacy directly targets the 3 key asks of the case by recommending innovative solutions for each
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Case Asks

Nordea Legacy directly targets the 3 key asks of the case by 

recommending innovative solutions for each

How can Nordea protect and 

grow its clientsô wealth while 

delivering personalized,

value-adding services?

How can Nordea expand 

and develop upon its 

existing value propositions 

or incorporate new offerings 

targeting UHNWI clusters?

How can Nordea serve the 

needs of Ultra-High-Net 

Worth-Individuals and their 

ñclustersò as a whole?

Expand Value Proposition Serve UHNWI needs Protect & Grow Wealth
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Case Asks

Nordea Legacy directly targets the 3 key asks of the case by 

recommending innovative solutions for each

How can Nordea expand 

and develop upon its 

existing value propositions 

or incorporate new offerings 

targeting UHNWI clusters?

Launch Nordea Legacy to 

leverage current network 

to onboard emerging 

UHNWIs

Expand Value Proposition

How can Nordea serve the 

needs of Ultra-High-Net 

Worth-Individuals and their 

ñclustersò as a whole?

Leverage AI and data 

analytics to effectively 

tackle different cluster 

needs on the App

Serve UHNWI needs

How can Nordea protect and 

grow its clientsô wealth while 

delivering personalized,

value-adding services?

Support private banking 

advisors by enhancing 

their point of contact with 

UHNWI

Protect & Grow Wealth
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óNordea Legacyô will take place over the next 5 years, 

redefining what it means to be a Wealth Manager
Implementation Timeline

2025 2026 2027 2028 2029

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

Gather Customer Data Points

Personalize

Continuous Outreach

Power

Hire Personalized Wealth Specialists 

Onboard Customers & Match

Introduce tiered query system

Strategy Implementation

Develop Pre-Liquidity Wealth MNGT initiative

Track Engagement with Nordea Services

Create Nordea Legacy Division for UHNWI

Finalize and implement VAS into Nordea offerings

Elevate

Integrate boost.ai for AI functionality

Test and Train the AI Model

Create NordeaLegacy App

Create enhanced customer profiles

Create Nordea Legacy 

division and onboard with 

pre-liquidity management 

Offer renewed nonfinancial 

services facilitated by 

Boost.ai & application

Leverage new offerings to 

gather customer data points 

for personalization
Milestones 1 32

1

2

3
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Rerank Queries cost 0.95 EUR per 1000 Queries. 

Advisor and Customers Query 500 and 250 times 

respectively

Scrum team composed of Developers, UI Designers, 

Scrum Master and Product owner, hired at Danish 

rates. 25 sprints undergone per year for 3 years

Nordea 

Legacy App 

Development

Integration of 

boost.ai

Employee 

Hirings 

Nordea Legacy will incur incremental costs totaling out at 6.7 

Mn EUR over the next 5 years

Cost Breakdown (in 000ô EUR) Strategy Cost Drivers

Key Assumptions

B E D R O C K

S C R U M  T E A M

222

424
530

656

878
247

108

166

229
898

264

157

175

196898
616

0

2025

55

0

2026

1

2027

0

2

2

0

3

2029

1,369

1,642

1,412

1,000

1,306

2028

Customer Accquisition Costs

Hiring Costs

Boost.ai Integration Mastercard Partnership

Total Scrum Costs
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Consolidating UHNWI needs onto 

NordeaLegacy Application, to create a 

ñOneBankò solution

Utilize Boost.ai to personalize customer 

touchpoints, offering tailored banking 

services

Leveraging Nordeaôs vast offerings to 

onboard UHNWI earlier on through 

cross-selling initiatives

Nordea Legacy will allow Nordea Asset & Wealth management to 

achieve 210 Mn EUR in yearly revenues within the UHNWI Segment

Revenue Forecast (in 000ô EUR) Revenue Drivers

O N B O A R D

C O N S O L I D AT E

TA I L O R

100,000
106,000

112,360
119,102

126,248

101,040

126,395

151,643

179,682

210,480

2027 20282025 2026 2029

+20%

UHNWI Revenues without strategy

UHNWI Revenues with strategy
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Consolidating UHNWI needs onto 

NordeaLegacy Application, to create a 

ñOneBankò solution

Utilize Boost.ai to personalize customer 

touchpoints, offering tailored banking 

services

Leveraging Nordeaôs vast offerings to 

onboard UHNWI earlier on through 

cross-selling initiatives

Nordea Legacy will allow Nordea Asset & Wealth management to 

achieve 210 Mn EUR in yearly revenues within the UHNWI Segment

Revenue Forecast (in 000ô EUR) Revenue Drivers

O N B O A R D

C O N S O L I D AT E

TA I L O R

100,000
106,000

112,360
119,102

126,248

101,040

126,395

151,643

179,682

210,480

2027 20282025 2026 2029

+20%

UHNWI Revenues without strategy

UHNWI Revenues with strategy

In addition to strengthened profitability, Nordea will also increase its customerôs lifetime 

value in the UHNWI segment by 56.8% in 5 years.

Extending Nordeaôs Reach
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Additionally, our strategy will strengthen Nordeaôs Cluster 

Trust Index by 30%

Impact on Cluster Trust Index Impact Visualized

Net Promoter 

Score

Engagement 

with VAS

Resolution 

time

Relationship 

Depth Score

Key Metrics

+30%
Cluster Trust Index

xx

xx

xx

xx

N P S VA S  E N G A G E M E N T

R E S O L U T I O N  T I M E R LT P  D E P T H  S C O E

AfterBefore

CTI Index

55
67

AfterBefore

+22%

65

90

AfterBefore

+38%

71

95

AfterBefore

+34%

70
88

AfterBefore

+26%
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We identified 3 risks from the external environment, and we 

tailored effective mitigation plans for each

Risk Map

Impact

P
ro

b
a
b

il
it

y

Risks Mitigation Plans

Complexities within UHNWIôs and 

their clusters results making it 
difficult to collect data optimally

Sudden changes in Nordic Interest 

Rates may impact Fee Income, 
asset valuations & funding costs

Sanctions, trade disruptions and 

economic instability in key markets, 
may impact investment portfolios

Dedicated oversight teams present 

within each cluster to standardize 
data collection

Conduct thorough forecasting and 

contingency planning to anticipate 
sudden changes

Investment instruments dispersed 

geographically, hedging geopolitical 
exposure.

Geopolitical Risks

Cluster Complexity

Interest Rate Fluctuation

Risk Diversification

Oversight Teams

Scenario Planning

2

3
1

1

2

3

1

2

3
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Executive Summary

Rising complexity of UHNWI 

non-financial needs

Limited access to real-time 

data

Growing personalized 

offerings from competitors

KPIs by 2030

Question

Strategy

How can Nordea leverage its Nordic footprint and universal bank 

competencies to attract and retain Nordic Ultra-High-Net-Worth clients?

Challenges

Annual Revenues from UHNWI 

segment

210 Mn EUR +56.4%
Customer Lifetime Value

+30%
Cluster Trust Index 

ñNordea Legacyò

Elevate
Launch Nordea Legacy, a dedicated 

division within wealth management 
to exclusively serve UHNWIs

Empower
Equip Nordea advisors with AI-

powered dashboard to support 
clients and anticipate client needs

Personalize
Create Legacy App, an exclusive 

UHNWI app to provide personalized 
offerings based on unique needs
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Analysis

Our strategy effectively targets all customer segments within 

Nordeaôs scope of interest

Source: Case Material

Key Takeaway

Our solution is highly 

customizable and tackles the 

vast needs of all wealthy 

individuals besides family 

offices 






























































































