
THE VALUE OF ESSENTIAL 
COMMUNICATIONS FROM 
WEALTH PROVIDERS 
IN CANADA

Investing and retirement can be complex. 
Delivering client communications that strike 
a delicate balance of providing a high-level of 
personalization, detailed reports on 
investment portfolios, performance 
summaries, and market insights while 
communicating to investors with varying 
levels of financial literacy isn't simple.  

We conducted research with wealth industry 
clients to understand their communications 
experience from their provider and if they 
value the communications they receive.

Our key highlights below deliver insights into 
how Canadian wealth clients perceive these 
essential communications, pinpoint areas for 
improvement, and enhance the overall 
communication and delivery experience.

ABOUT US

Computershare Communication Services is a 
wholly owned subsidiary of Computershare 
Limited. We help our clients deliver superior 
customer experiences through the power of 
essential communications. 

By transforming the way essential 
communications are created and delivered, 
we bring more value to the business, while 
ensuring regulatory compliance and security.

WE ASKED RESPONDENTS WHAT 
MOVIE GENRE BEST REFLECTS 
THEIR WEALTH PROVIDER'S 
COMMUNICATIONS.

FOREIGN LANGUAGE WAS THE 
GENRE THEY CHOSE.

When clients receive statements or account 
information from their provider, they may 
struggle to understand the document. This 
may be due to industry-specific terminology 
used in the document, or the reader's level of 
financial literacy.

This can make those with less experience in 
investing feel overwhelmed and make 
communications difficult to navigate. 

Wealth management clients 
expect detailed reports on 
investment portfolios to 
inform their financial 
decisions. Providing this 
detail while minimizing the 

use of complex industry-
specific terminology where 
possible, and communicating 
in clear, simple terms is likely 
to deliver an improved 
experience to all clients.

Building strong, lasting 
relationships through 
consistent, informative, and 
personalized communication 
should remain a top priority.

"Sometimes the 
information could 
be put in simpler, 

down-to-earth 
language."  

Male, Boomer

Filed it for future reference Threw it out or deleted it

WHAT IF A COMMUNICATION IS UNCLEAR OR CONFUSING? 

WE ARE COMPUTERSHARE COMMUNICATION SERVICES

WHAT CAN YOU DO TO IMPROVE THIS EXPERIENCE?

HOW DO CLIENTS 
PREFER TO RECEIVE 
THEIR COMMUNICATIONS?

19%
Mail

19%
Apps

62%
Email

DO CLIENTS READ ESSENTIAL 
COMMUNICATIONS FROM 
THEIR PROVIDER?

WHAT DO CLIENTS DO 
WITH COMMUNICATIONS 
AFTER READING THEM? 

Tax Certificates   65% 

Annual investment  
summary   51%  

Notification about   
changes to investment   43%

62%  New regulations 

61%   New investments 

61%   Welcome pack 

Most likely 
to be read 
in full

Most likely to 
be skimmed 

or ignored

of Canadian wealth 
clients value essential 
communications from 
their provider. This is an 
increase of 8% from our 
previous research 
conducted in 2021.

86% 61%
Gen Z

89%
Millennials

90%
Gen X

88%
Boomers

Gen Z wealth clients place a 
significantly lower value on essential 
communications from their provider. 
This is most likely due to being 
relatively new to investing and having 
fewer investments or smaller account 
balances than other generations.

We exist to transform essential communications for our 
clients. Communications that are not only complex, but 
highly regulated. Communications with the power to build 
strong connections with customers. 

Many challenges get in the way of optimum 
communications: new technologies, regulation changes, 
data challenges, different stakeholder objectives, cost 
pressures, changing customer preferences, and complex 
implementation.

With 30+ years of experience of functional and industry 
expertise and unparalleled insights, we seamlessly 
navigate these challenges to unlock value across your 
essential communications. 

When you work with our specialists, you can be confident 
your communications will meet your business needs. 

Survey details: 
Computershare engaged The Evolved Group to undertake research into consumer attitudes towards essential communications. The information 
presented above specifically focuses on 400 Canadian respondents who recently had interactions with their wealth provider. 
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search online for 
information to 
clarify the confusion

Millennials28% 40%Gen Z
ask friends or 
family for help 
understanding the 
communication

Boomers
contact customer 
service for 
clarification

contact customer 
service for 
clarification

Gen X 60%48%

The most common behaviour amongst all 
respondents is to contact customer service (45%) 
followed by searching for information online (34%).

of wealth clients occasionally or 
frequently have trouble reading or 
understanding communications 
from their provider.

46%

83% 17%Reports

95% 5%Tax certificates

72% 28%New regulations

67% 33%New investment opportunities

87% 13%
Notifications about changes 

to your investments

88% 12%
Annual investment/

pension summary

69% 31%Welcome pack




