
Wellington West reduces costs and enhances client service 
levels with enterprise account opening platf orm

Wellington West Capital Inc.’s adopti on of leading technology soluti ons 
diff erenti ates them from other investment fi rms enabling them to provide 
personal, thoughtf ul and intelligent strategies for their clients.  Like the vast 
majority of fi nancial services fi rms, Wellington West opened every customer 
account using a manual, paper-based process.  The paper-based system 
worked, but as Wellington West grew, so did the headaches. Investment 
Advisors (IA's), branch managers, operati ons and the compliance department 
were all feeling the pain. As well, costs conti nued to climb – courier fees, paper 
costs, storage and headcounts were all increasing to support the management, 
fi ling and retrieving of client data. Wellington West realized an electronic 
account opening system with a powerful on-line document archive was 
necessary to support the growth of their business. 

Wellington West’s Paper-Based Process

Wellington West’s paper-based account opening process was similar to most 
fi nancial services fi rms. IA's, working in 36 branches across Canada, lead 
Wellington West’s relati onships with their clients. To open a new account, 
IA's would pull together the correct documentati on package for the specifi c 
account type (registered, margin, etc …) and the specifi c customer type 
(personal, joint, trust, etc…).  With over 20 account types and 12 customer 
types, just getti  ng the correct package together was a detail-oriented, ti me-
consuming challenge.  Furthermore, forms oft en asked the same questi ons 

CHALLENGES

  Limited processing volume and 
sales growth
  Long lead ti me 
  Document preparati on subject 
to human error
  Extensive staff  training on 
processes and procedures 
  Form changes were costly and 
diffi  cult to roll-out 
  High NIGO rates
  No visibility into account status 
during approval process
  Centralized process with 
unprioriti zed pending queue
  Risk of misplacing documents
  Shipping, tracking and 
archiving of documents was ti me-
consuming and costly

SOLUTION

  Automated account opening
  Scalable, confi gurable platf orm  
  Support for business model 
organized across a network of 
sub-branches, branches and head-
offi  ce
  Automated over 1000 
questi ons, 5 workfl ows and 144 
business rules 
  Increased visibility into 
the status of a new account 
applicati on
  Provided convenient document 
imaging and management of 
client documents
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forcing IA's to enter the same data multi ple ti mes. The IA would work with the client to complete the forms and copy the 
required supporti ng documentati on. Once complete, the package would be sent to the branch manager to review for 
suitability. Copies would be made and kept at the branch and the originals would be couriered to head-offi  ce. 

At head-offi  ce, the operati ons department would receive the new account applicati ons from all 36 branches and put 
new applicati ons in a “pending queue”.  The queue was managed using “fi rst in, fi rst out” prioriti zati on. Generally, an 
applicati on waited 2 to 4 business days in the pending queue for review. Greater than half of new account applicati ons 
were initi ally rejected due to incorrect informati on or documentati on and would be returned to the IA for correcti on - 
starti ng the cycle again. Once approved, operati ons staff  would enter the data into the back-offi  ce system and offi  cially 
open the account. The original documentati on would be fi led at headquarters and copies would be made and returned 
to the branch successfully completi ng the account opening process.

“High staffi  ng and courier costs incurred in the manual, labor intensive process hindered our ability to consistently 
deliver the level of service Wellington West clients have come to expect,” said Dennis Stewner, Chief Financial Offi  cer and 
Chief Operati ng Offi  cer of Wellington West. “There were hidden costs – it became standard practi ce to receive at least 
one courier shipment from each branch each day as well we were always searching the pending queue for high priority 
accounts. It was very costly and focused on the process, not the client.”

A manual, paper-based process creates many challenges: 

  Centralized process limits processing volume and sales growth
  Long lead ti me – typically a 5 day manual process
  Preparing account opening documentati on packages were prone to error
  Extensive staff  training on processes and procedures 
  Form changes were diffi  cult to roll-out and costly with existi ng inventory being destroyed 
  High Not In Good Order (NIGO) rates
  No visibility into workfl ow status – IA must initi ate requests for account status 
  Centralized process with long, unprioriti zed pending queue
  Potenti al to misplace applicati ons, forms and documentati on
  Shipping, tracking and archiving documents was ti me-consuming and costly

Revoluti onizing Account Opening

Wellington West realized the need to automate their manual account opening process and enable them to scale and 
grow their business while eliminati ng resource-intensive processes.  The project goals were to:

  Deliver same-day account opening
  Reduce costs
  Increase daily account opening volume 
  Improve NIGO scores 
  Ease retrieval and management of client documentati on
  Deliver visibility to all stakeholders: IA's, management, operati ons 
and compliance
  Reduce frustrati on of IA's and operati ons teams
  Improve workfl ow and monitor client onboarding acti vity 
  Improve process and reporti ng metrics

Supporti ng documentati on is scanned and 
electronically stored with the client account.



A criti cal success factor was enabling the IA to directly manage the 
account opening process – from initi ati ng the process with data and 
document entry to tracking its progress through the approval process.  
This change would decentralize the process, deliver immediate 
scalability and eliminate growing bott lenecks at headquarters. 

Wellington West examined a number of alternati ves and selected 
Arius OpenAdvantage as the foundati on for their electronic account 
opening system.  The OpenAdvantage platf orm could be easily 
customized to meet Wellington West’s specifi c requirements including 
the questi onnaire, forms, workfl ow and business rules. As well, 
Wellington West recognized Arius' Professional Services experti se 
would accelerate their deployment. 

The soluti on was deployed in November 2008 and the response has 
been tremendous. “We’ve been able to set new volume records due 
to customer demand and our systems,” said Jennifer Schafer, Director 
of Operati ons, Wellington West. "Most importantly, Investment 
Advisors are able to spend more ti me with their clients.” said Schafer. 
In the initi al phase, Wellington West automated more than 90% of 
all the accounts they open.  IA's are now asking to get the last few 
accounts automated by OpenAdvantage.

Wellington West’s account opening process is now centered on the 
client. The IA is presented applicati on questi ons by the system. The 
questi onnaire is dynamic and automati cally tailored to present only 
the relevant questi ons for the parti cular client and account type. This 
simplifi es and accelerates the process by eliminati ng all unnecessary 
and duplicate questi ons on the paper forms. Furthermore, training is 
dramati cally reduced since the system is guiding the IA through the 
process. 
  
Data is immediately verifi ed and calculated fi elds are automati cally 
tabulated.  As well, IA's are warned prior to submission of all 
incomplete or invalid informati on. This has reduced the NIGO scores 
to virtually 0%.  Once, the applicati on is complete and signed by the 
client, the IA submits it for review by the branch manager and head-
offi  ce. OpenAdvantage was confi gured to meet Wellington West’s 
business model supporti ng the approval process for a sub-branch, 
branch and head-offi  ce network. Importantly, client data permissions 
were designed around this same structure to ensure data security.  

As the applicati on moves through the approval process, it can be 
monitored by the IA and other stakeholders.  In additi on, approvers are 
noti fi ed when there are new applicati ons pending.  The approval process has been greatly simplifi ed since the data has 
been validated eliminati ng the tedious administrati ve aspects of approval. Now, almost all accounts are opened “same 
day”.  

OpenAdvantage performs automati c 
validati on of values.

Accounts are opened with correct data, 
reducing NIGO rates.

IA's can inquire on account status on-the-fl y.



In additi on, when a new IA joins the fi rm, spreadsheet data can be quickly imported into OpenAdvantage and a parti ally 
completed applicati on is automati cally generated for completi on at a later date. This allows IA's to maintain existi ng 
client relati onships while maintaining consistency and providing excepti onal client service levels. 

Costs have also been reduced and Wellington West has made a big step towards a paperless account opening process.  
As part of the account opening process, supporti ng documentati on is scanned and electronically stored with the client 
account. For scanned documents, OpenAdvantage produces a unique barcode identi fying each client and document type 
to ease future retrieval. “Now we have an always available, on-line repository of client documents,” said Schafer. “From 
an operati ons and compliance perspecti ve, this has been one of the biggest advantages of OpenAdvantage.” Branch 
personnel, operati ons and compliance, with appropriate permissions, are able to instantaneously access documents. The 
repository has dramati cally reduced the need for couriers as well, from daily service to once a week. 

With the initi al phase successfully deployed, Wellington West is now in the process of planning Phase 2 with a focus 
on improving the account updati ng process and reporti ng. "We found Arius to be very responsive to our questi ons 
and requests, open to our suggesti ons, creati ve with proposed soluti ons, and never gave up on even the smallest of 
problems." adds Schafer. "It is a pleasure to work with them."

OpenAdvantage is a registered trademark of Arius Soft ware Corporati on. Material subject to change. All rights reserved. © August 2009.

About Arius Soft ware

Arius Soft ware is a leading provider of account opening 
and document management soluti ons for fi nancial services 
fi rms. Our fl agship product, Arius OpenAdvantage, enables 
wealth management fi rms to att ract new customers, 
increase operati onal effi  ciency and reduce costs by creati ng 
a superior personalized account opening experience. Arius 
has been chosen the Enterprise Account Opening platf orm 
and professional services partner of leading North American 
fi nancial services fi rms. Arius Soft ware is a privately held 

soft ware company based in Waterloo, Ontario, Canada. 
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Phone 519.885.9045

www.ariussoft ware.com


