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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 region’s economies

The Nordic Wealth Market is currently valued 

at €1.8t, 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 

Overview

Market 

Trends

Key 

Insights

Nordea 

Today

Current 

Strategy

Nordea’s 

Ambition
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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

We’ve 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?



Overview Strategy Impact RisksAnalysis

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 

“Nordea Legacy”

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

“UHNWIs said they prefer incumbent 

wealth firms for financial value-added 

services.” 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

“UHNWIs said they prefer incumbent 

wealth firms for financial value-added 

services.” Capgemini 

78% of UHNWIs consider value-added 

services essential in their relationships 

with wealth management firms
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Personalization

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

Key Requirements for Personalization

Enhance your wealth manager’s 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 manager’s 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 manager’s 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 manager’s 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
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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

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

Introducing…

Nordea Legacy
Nordea’s 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



Overview Analysis Strategy Impact Risks

Introducing Nordea Legacy

Introduce Nordea Legacy: A dedicated division within wealth 

management to exclusively serve UHNWIs

Introducing…

Nordea Legacy
Nordea’s 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 
“Family Wealth Platform”, targeting 

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. 

He’s seeking more 

personalized offerings 
to better manage his 

family’s 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. 

He’s seeking more 

personalized offerings 
to better manage his 

family’s 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 
SME’s 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
Shaping your Family’s 

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

Shaping your Family’s 
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

Shaping your Family’s 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3



Overview Analysis Strategy Impact Risks

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

Shaping your Family’s 
Legacy

My Lifestyle

Family Accounts

My Cluster

1

2

3

For UHNWIs

For Nordea
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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
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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

ation…

Visit Paris

Click here for 

more info…. 

Visit Rome

Click here for 

more info…. 
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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

ation…

Visit Paris

Click here for 

more info…. 

Visit Rome

Click here for 

more info…. 

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

Shaping your Family’s 
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 

Nordea’s 

relationship 
with UHNW 

families

A strategic 

initiative to 

overcome 

biases

Nordea Legacy 
App

Welcome, Rosa

Ask me 

anything…

I’m at your assistance

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 

Nordea’s 

relationship 

with UHNW 

families

Nordea Legacy 
App

Welcome, Rosa

Ask me 

anything…

I’m at your assistance

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 family’s 

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, 
that’s 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, 
that’s 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

“ADVISOR POWER DASHBOARD”

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

“ADVISOR POWER DASHBOARD”

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

“ADVISOR POWER DASHBOARD”

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

“ADVISOR POWER DASHBOARD”

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

“ADVISOR POWER DASHBOARD”

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 
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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

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 clients’ 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 

“clusters” 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 

“clusters” 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 clients’ 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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‘Nordea Legacy’ 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 000’ 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 

“OneBank” solution

Utilize Boost.ai to personalize customer 

touchpoints, offering tailored banking 

services

Leveraging Nordea’s 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 000’ 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



Overview Analysis Strategy Impact Risks

Consolidating UHNWI needs onto 

NordeaLegacy Application, to create a 

“OneBank” solution

Utilize Boost.ai to personalize customer 

touchpoints, offering tailored banking 

services

Leveraging Nordea’s 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 000’ 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 customer’s lifetime 

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

Extending Nordea’s Reach
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Additionally, our strategy will strengthen Nordea’s 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%



Overview Strategy Impact RisksAnalysis

AnalysisRisks



Overview Analysis Strategy Impact Risks

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 UHNWI’s 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 

“Nordea Legacy”

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 

Nordea’s 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 
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Analysis

Case asks to focus on UHNWIs directly rather than their 

family offices

Source: Case material, AM watch 

From Case Material:

From AM Watch Article 2024:

Key Takeaway

Although Nordea is 

currently expanding 

operations to cater to 

family offices, it is 

necessary to be able 

to have a direct 

relationship with 

UHNWIs directly to 

establish a foothold
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Analysis

More on AI to enhance operational efficiency 

Source: Wealth Management.com

Key Takeaway

Leverage AI 

following industry 

trend to cater to 

the needs of ultra 

high net worth 

individuals 

Key Research Findings

Early adopters have seen a 70% improvement in 

personalizing client interactions.

Vanguard Boosts Conversion Rates 15% by Trusting AI 

to Strengthen Client Messaging

75% of WM executives believe Al will

significantly impact the industry within two years



Why not open banking?

Key Takeaway

Open banking is reserved for 

3rd party financial service 

providers especially for 

UHNWI, and faces various 

challenges and cons 
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Analysis
Offer enhanced 

lifestyle services 

on the short term, 

while considering 

exclusive 

networking on the 

long-run

We considered various non-financial services and evaluated 

them based on key criteria

Non-Financial Services Key Takeaway

A
tt

ra
c

ti
v

e
n

e
s

s
 f

o
r 

U
H

N
W

Is

Decision

Synergy with our Brand and Values

Lifestyle and Concierge 

services

Exclusive networking

Legal Consultation

2

1

3
Aggregated view of

investments across

multiple jurisdictions

4

Potential offering for 

a later stage



Why not factor in geopolitical unrest?

From the World Bank 

Key Takeaway

Nordea’s presence 

in the Nordic “safe 

haven” makes it a 

safe solution for 

UHNWIS.
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Analysis

Your current Mastercard offering

Key Takeaway

Tour current 

offering is limited 

and can be further 

enhanced through 

personalized 

recommendations 

and lifestyle 

integration
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https://advisor.morganstanley.com/the-bergan-marlin-parks-group/documents/field/b/be/bergan-marlin-group/Pre-Liquidity_Event_Planning_Overview.pdf 

Onboarding Process

Onboard UHNWIs through pre-liquidity management offered 

to SME’s and Corporations with high exit potential

Target the right individuals and support them with key services … to successfully onboard them as UHNWIs on Nordea Legacy

Founders, executives, and shareholders of 

SMEs and large corporations in Nordea’s 

Business Banking network with high exit 

potential

Target:

By offering:

Strategic guidance on exit planning (IPO, M&A, 

succession) to maximize value.

Tax optimization, balance sheet restructuring, and 

cross-border transaction support

Transition Phase: Prepare for Wealth Creation

Once liquidity is achieved (e.g., IPO, sale), 

transition clients to Nordea Legacy

Gain Trust Onboard Early Foster Loyalty

https://advisor.morganstanley.com/the-bergan-marlin-parks-group/documents/field/b/be/bergan-marlin-group/Pre-Liquidity_Event_Planning_Overview.pdf
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Onboarding Process

Onboard UHNWIs through outreach program

Outreach to UHNWIs… … to successfully onboard them as UHNWIs on Nordea Legacy

UHNWIs within the Nordic Region

Target:

By offering:

Exclusive early access to Nordea Legacy

Boost wealth creation

Create customer relationships with personalized 

services

Gain Trust Onboard Foster Loyalty
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Client categorization and matching

Categorize UHNWIs to successfully match them with an 

advisor

Categorize the UHNWIs based on their needs… … to successfully match them with an advisor

Type of Investor Needs Trust Areas

Professional 

Investor

Wealthy Non-

Business 

Individual

Business Owner

Family Office

- Direct access to niche financial 

products. 

- Tailored strategies for mature 

(stability) vs. next-gen (innovation) 

investors.

- Trusted financial advisory.
- Estate/Legacy Structuring.

- Cross Border tax optimization

- Global expansion support

Investment banking services (M&A, 
IPOs).

- Cost efficiency (multi-family).
- Agility (single-family).

- Expertise in niche 
markets/asset classes.

- Global market insights.

- Transparency in performance 
and investments

- Discretion & Privacy

- Industry-specific expertise.
- On-site availability for urgent 

needs.

- Proven track record in 
complex transactions.

- Confidentiality.
- Access to exclusive 

opportunities

Client Understanding

Advisor Abilities

Matching System

Ensuring loyal relationships

Match with advisor
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Analysis

How does it Work?

Retrieval Augmented Generation (RAG)

2. Information 

Retrieval 

Complex 

algorithms comb 
the organization’s 

knowledge bases 

in search of 

relevant 

information.

3. Integration

The retrieved data 

is combined with 

the user’s query 
and given to the 

RAG model to 

answer. Up to this 

point, the LLM has 

not processed the 
query.

 

4. Response 

Blending the 

retrieved data with 

its own training 
and stored 

knowledge, the 

LLM generates a 

contextually 

accurate response

Sources: Team Analysis, Forbes

1. Query

A user submits a 
query, which 

initializes the RAG 

system

RAG allows generative AI models to access additional external knowledge bases, to create more accurate domain-

specific content without needing further training
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Source: Medium

RAG vs Fine Tuning 

The primary benefits of RAG include:

1.Cost-efficient AI implementation and AI 
scaling

2.Access to current domain-specific data

3.Lower risk of AI hallucinations

4.Increased user trust

5.Expanded use cases

6.Enhanced developer control and model 

maintenance

7.Greater data security

The difference between RAG and fine-tuning is that RAG augments a natural language processing (NLP) model 

by connecting it to an organization’s proprietary database, while fine-tuning optimizes deep learning models for 

domain-specific tasks

Overfitting:

Disadvantage: Fine-tuning a model on a 
small dataset can lead to overfitting, where 
the model becomes too specific to the 

training data and performs poorly on new, 
unseen data.

 

Catastrophic Forgetting:

Disadvantage: Fine-tuning can sometimes result 
in forgetting important features from the pre-
trained task. This is known as catastrophic 

forgetting and can impact the model’s ability to 
generalize.

 

Dependency on Pre-trained Model Quality:

Disadvantage: The success of fine-tuning 
heavily depends on the quality and relevance of 
the pre-trained model. If the pre-trained model is 

not well-suited to the target task, fine-tuning 
may not provide significant benefits.

 

Limited Interpretability:

Disadvantage: Fine-tuned models might 
be more complex and less interpretable 
than models trained from scratch. 

Understanding the inner workings of a 
fine-tuned model can be challenging.
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Analysis

Regulatory Compliance

Boost is a leader in security compliance and a trusted 

partner

In today's digital banking landscape, security isn't optional—it's a necessity. Choose a 
platform that not only protects your data but also fortifies customer trust.

•GDPR compliant: We prioritize data privacy, ensuring full compliance with the General Data 
Protection Regulation so you can focus on what matters most—your customers.

•FSQS certified: Our Financial Services Qualification System certification is a testament to our 
unwavering commitment to quality and security.

•ISO 27001 & 27701: With these international certifications, we meet the gold standard in 
information security and privacy management.

Security requirements needed for financial services 
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https://boost.ai/llms 

RAG AI and Boost.ai 

Leverage your existing partnership with Boost.ai to expand 

your AI offerings 

Nordea currently has 12 virtual agents in production on the boost.ai platform, operating in each market’s local. This 

includes customer-facing versions of Nova in each of its key markets, as well as multiple internal support bots

Current Offerings 

Expand RAG AI for UHNWI banking solutions 

by increasing the current capacity of your fine-

tuned models 

RAG AI & Boost.ai

Key Considerations

Security Guiderails 

API Hooks 

Action Hooks (Workflows) 

Security Guidelines 

Manage and mitigate the 

risks associated with 

Generative AI by 

implementing customizable 

guardrails on a topic level

Use Case

Situation: Nordea Legacy Wealth Management 

does not want its AI to give financial advice.

Solution: Train AI through the guiderails section 

on how to answer to customers asking for advice 

https://boost.ai/llms
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https://boost.ai/llms 

RAG AI and Boost.ai 

Leverage your existing partnership with Boost.ai to expand 

your AI offerings 

Nordea currently has 12 virtual agents in production on the boost.ai platform, operating in each market’s local. This 

includes customer-facing versions of Nova in each of its key markets, as well as multiple internal support bots

Current Offerings 

Expand RAG AI for UHNWI banking solutions 

by increasing the current capacity of your fine-

tuned models 

RAG AI & Boost.ai

Key Considerations

Security Guiderails 

API Hooks 

Action Hooks (Workflows) 

Utilizing APIs 

Deliver hyper-personalized 

and enriched conversations 

at scale by utilizing APIs in 

combination with LLMs

Use Case

Provides the LLM with additional information 

to make up to date and tailored solutions

Situation: Trying to know at what time slot a 

person is available

https://boost.ai/llms
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https://boost.ai/llms 

RAG AI and Boost.ai 

Leverage your existing partnership with Boost.ai to expand 

your AI offerings 

Nordea currently has 12 virtual agents in production on the boost.ai platform, operating in each market’s local. This 

includes customer-facing versions of Nova in each of its key markets, as well as multiple internal support bots

Current Offerings 

Expand RAG AI for UHNWI banking solutions 

by increasing the current capacity of your fine-

tuned models 

RAG AI & Boost.ai

Key Considerations

Security Guiderails 

API Hooks 

Action Hooks (Workflows) 

Utilizing Action Hooks and workflows 

Maintain full control in high-

stakes interactions by 

enabling your VA to 

seamlessly trigger 

predefined flows

Use Case

Enables the LLM to make an action based 

on the information it has 

Situation: Trying to schedule a time slot 

where a person is available

https://boost.ai/llms
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Integration of Boost.ai Retrieval Augmented Generation into 

services

Data
Upload data onto data server 

Formatting
Create standardized data types and 

knowledge base

Retrieval 
Retrieve relevant data and create 

prompt 

Inference
Prompt fed into theLarge Language 

Model to create better inference
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Alternative if Boost.ai is unable to meet RAG AI 

requirements; Development of RAG AI on Amazon Bedrock

Using Amazon Bedrock, you can easily experiment with and evaluate top FMs for your use case, privately 
customize them with your data using techniques such as fine-tuning and Retrieval Augmented Generation (RAG)

However, what 
Foundational Model 

is the best fit for 
your operations?

2. Fast Inference 

Speed

Mistral AI models have 
an impressive inference 
speed and are optimized 

for low latency. The 
models also have a low 

memory requirement 
and have high 

throughput for their 

respective sizes (7B, 
8x7B).

3. Cost Efficiency 

Mistral AI models strike 
a remarkable balance 

between cost-

effectiveness and 
performance. The use of 

sparse mixture of 
experts (MoE) makes 

Mistral AI’s LLMs 

efficient, affordable, and 
scalable while controlling 

compute costs.

 

1. Transparency 

Accessible

Mistral AI models are 
transparent and 

customizable, appealing 

to enterprises that have 
compliance and 

regulatory requirements. 
These models are 

available as white-box 

solutions, making both 
weights and code 

sources available.

Mistral AI
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Analysis

Sentiment 

Analysis

Sentiment Analysis

Why is sentiment analysis essential?

Analysis of customer 

voice, tonality, and 

emotions in 

interactions

Achieved Benefits for Employee Morale

Control pressure 

and ease 

workplace stress

Achieved by:

Call routing and 

analysis 

+

All-in-one 
consolidated 

platform

Capitalize on and 

play to their 

strengths

Achieved by:

Call routing and 

analysis 

+ 

Platform 
interactivity that 

facilitates 

operations

 

Give them the 

right tool for the 

job

Achieved by:

Agent assist

+ 

Co-pilot 

dashboard

Sources: Team Analysis, Forbes
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Analysis

Customer Sentiment AI Solutions

Sentiment Analysis: Amazon Comprehend AI 

AI Solution 

Deep Dive

Use Amazon Comprehend to determine the sentiment of content in UTF-8 
encoded text documents. 
For example, you can use sentiment analysis to determine the sentiments of 
comments on a blog posting to determine if your readers liked the post.

You can determine sentiment for documents in any of the primary languages 
supported by Amazon Comprehend. 

Sentiment determination returns the following values:
•Positive – The text expresses an overall positive sentiment.

•Negative – The text expresses an overall negative sentiment.

•Mixed – The text expresses both positive and negative sentiments.

•Neutral – The text does not express either positive or negative sentiments.
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Analysis
I∫

Engaging the interest of 
younger family members 
in wealth management 
and family legacy can be 
tough

Incorporate modern 
educational tools and 
techniques, such as online 
courses, interactive workshops 
and gamified learning 
experiences

I∫

Behavior Trends Analysis

Education of next of kin within legacy program 

Aligning Individual interests With 

Family Goals 

Each family member 
might zhave different 
interests, career goals 
and educational needs

Promote open dialogue 
within the family to 
discuss passions while 
finding ways to connect 
their personal goals with 
the family’s values. 

C H A L L E N G E

S O L U T I O N

Familiarize

1 Engaging Younger Generations

C H A L L E N G E

S O L U T I O N

2
Key responsibilities of Nordea

1. Financial Literacy First: 
Understanding basic budgeting to 

complex investment strategies
2. Diversity Learning Exercises: 

Internships, mentorship programs, 
hands-on investment projects and 
philanthropic activities 

3. Leverage Technology: 
Leveraging online courses, 

webinars and interactive platforms 
can provide flexible, personalized 
learning experiences

4. Encourage Continuous 
Learning: Encouraging family 

members to pursue ongoing 
education and professional 
development 
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A phased approach to supporting clusters

A short-term long-term approach to supporting clusters 

business operations

Phase 1: Family Support + Nudging

Phase 2: Integrated Cluster Mngt.
S

 h
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 g
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 e
 r

 m

Today:

On the long term:

• Supporting Families through 

accounts

• Supporting capital owners 

through nudging and support

❖ Cluster Risk Forecasting using 

predictive analytics (What if?)

❖ Intergenerational Legacy 

Projects

❖ Global Family Network

❖ Sustainability 

Conservative core features to Pilot 

Nordea Legacy
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Analysis

Transcribe 
Call Analytics

Integration of AI speech to text and proof case

Analyze & gain 

valuable real-time 

and post-call insights 

from the contact 

center of your choice

Key Insights

Transcribe Call 

Analytics gives you 

the flexibility to add 

these capabilities 

into call 
applications such 

as customer 

service, sales, and 

more.

Features of Boost.ai 

Transcribe  

1. quickly extract 

actionable insights 

from customer 

conversations

2. Create Subtitles 

and Meeting Notes

Subtitle your on-

demand and 

broadcast content to 

increase accessibility 

and improve 

customer experience.

 

Benefits of 

Boost.ai: 

1. Improve 

productivity in 

contact centers 
with generative 

AI-powered call 

summarization

2. Protect 

sensitive 
customer data

Sources: Team Analysis, Forbes
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Analysis

Customer Segmentation Proof Case

Proof case for customer segmentation based on spending 

habits and customer characteristics 

Proof Case

Deep Dive

BBVA uses advanced analytics to identify groups of customers 
with similar needs in order to tailor the financial health plan to 
each individual case. 

"This segmentation, developed with experts, helps to target the most 
appropriate proposals to each person based on the estimates we have 
about their financial health," says David Muelas, data scientist at BBVA 
AI Factory.

In this way, the bank creates groups of customers defined on the basis 
of certain key factors to reinforce the financial health actions and 
experiences that best suit their objectives and situation. For example, 
by making tools such as Budgets more visible to customers who are 
struggling to make ends meet.
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Customer Segmentation Proof Case

Proof case for AI workflows being used within the financial 

services industry   

Proof Case

Deep Dive

What are AI workflows?

Artificial intelligence (AI) workflow is the process of using AI-powered 
technologies and products to streamline tasks and activities within an 
organization

The new AI @ Morgan Stanley Debrief is an OpenAI-powered tool that, with 
client consent, generates notes on a Financial Advisors’ behalf in client meetings 
and surfaces action items.
After the meeting, it summarizes key points, creates an email for an Advisor to 
edit and send at their discretion, and saves a note into Salesforce.

Morgan Stanley Workflow Proof Case
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Expedia Proof Case

Proof case for AI in planning and itinerary creation 

Proof Case

Deep Dive

Today, Expedia announced an exciting new use for artificial intelligence with 
the beta launch of a new in-app travel planning experience powered by 
ChatGPT. 

Expedia members can now start an open-ended conversation in the Expedia 
app and get recommendations on places to go, where to stay, how to get 
around, and what to see and do based on the chat. 

But much more than that, the new trip planning experience brings in 
intelligent shopping by automatically saving hotels discussed in the 
conversation to a “trip” in the app, helping members stay organized and 
making it easier for them to start choosing dates, checking availability, and 
adding on flights, cars or activities.

https://www.expedia.com/
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Revenue Summary (2025-2029)



Overview Analysis Strategy Impact Risks

Nordea’s Current UHNWI revenues without implementing 

strategy
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Additional Information on the Nordic UHNWI Market
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New UHNWI Onboarded from within the company: 

Advisories (Accquisitions), IPOs, Succession
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New UHNWI onboarded
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Revenue from UHNWI Asset Under Management Fees
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Revenues from Investable Assets based on Barbell Portfolio with 

balanced spread between Active, Passive, Alt. and Fixed income
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Comparison in revenue yield with traditional 60/40 portfolio 

vs. Barbell Portfolio
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Revenues from Non-Financial Services
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Rationale for Concierge and VAS pricing
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Cost Summary: 5 Key Cost Drivers
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Nordea Legacy App Development: done through a Scrum 

team undergoing 25 sprints a year for 3 years

1 DKK = 0.13 EUR
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Boost.ai implementation pricing scheme based on advisor 

and customer query inputs
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Rationale for FT Software Developer and boost.ai 

benchmark pricing
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Customer Acquisition Cost, Hiring Costs for New Advisors 

and FT Software Developers
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FT Software Developer Salary in Denmark + Customer 

Acquisition Costs
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Customer Lifetime Value Calculaton
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Justification for Customer Lifetime Value
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Financial Advisor Salaries + Assessment Fee for VAS

Assessment Fee Cost benchmark

Advisor Salary CPH

~72k EUR



Overview Analysis Strategy Impact Risks

Cluster Trust Index Rationale
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Net Promoter Score Increase: 68%
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