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The Drivers of Change

Change

Markets

Reorganization

Cultural

Legal/Policy

Client 
Expectations

TechnologyWhat Will Drive 

Change In The 

Next 11 Years?
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Wisdom Journey

Ackoff, Russell (1995); Moursund, David (1999)
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Why Innovate? Avoid Commoditization

Degree of 

Fulfillment

Client Satisfaction

Attractive Quality

Innovative Feature

“Must have” Quality

Commodity Feature

High

High

Low

Low

Source:  The Kano “Theory of 
Attractive Quality”: Dr. Noriaki
Kano Tokyo Science University

One-Dimensional Quality

Competitive Feature
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• One year prior to the iPhone

• We all went to Blockbuster for our favorite 
movies

• Web was great for reservations, not 
collaboration

• MySpace was the rage for connecting people, 
and Facebook was in dorms

• Google just bought YouTube 

• Focus on Data and Information

• Smartphones drive productivity and 
economy

• Largest automotive companies do not 
really sell or really own cars

• Largest hospitality firms do not own 
properties

• Largest Retailers do not sell their own 
products

• Collaboration and Commercialization 
of Knowledge

• Digital signatures on everything

• Mutualization

• Fully integrated AI

• Private and Public 
Clouds

• Blockchain

• ?

• ?

Distant Past Today Distant Future

Evolution to Trust 2030 - A Technology Lens

Expert with 

the Answers 

On Data and 

Information

Expert Solely 

Delivers Wisdom; 

“The Why”
Expert 

Collaborates 

With Client 

and Shares 

Knowledge

2030

2019

2006
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Known Challenges to the Industry Today

▪ Fee Compression

▪ Staying Relevant/Delivering Value

▪ Today - Administrative Focus

▪ Future - Beneficiary Focus

▪ Behavioral Coaching
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The Trust Business - “Then”

Fiduciary

“Family 
Office”/Bill 

Pay 

Planning

Mineral 
Management

Real Estate  
Management

Asset 
Management

Investment 
Management
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The Trust Business - “Now”

Fiduciary

“Family 
Office”/Bill Pay 

Planning

Mineral 
Management

Real Estate  
Management

Asset 
Management
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Management
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The Future

9

Policy Technology Our Industry

Estate Tax Change / 

Expiration in 2025

Nothing is “Permanent” with 

taxes and politics

Artificial Intelligence

Blockchain

Public versus Private 

Clouds

Fee Erosion

Relevance in the Face of 

Automation and AI

Fewer Employees

Regulators More “Plugged 

In”
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Capabilities

Cost
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Consumer

Empowerment

Choice Convenience


