
 
 

Creating Bespoke Wealth Management Experiences: Lessons from 
a Visit to a High-End Boutique 

We love Zoom, AI, shopping online, and leveraging modern technology for business and life. The 
downside? There can be a monotony of virtual meetings and increasing depersonalization of daily 
interactions in our fast-paced world.  

On a recent trip to New York City, I decided to step into a luxurious and well-known gift shop to buy a 
special gift for my daughter. The experience created a welcome break from the digital routine. It 
ignited a spark of inspiration for the burning question managers and advisors face: “How do we 
differentiate in a crowded, AI-tech-numb world?” 

Many of us are seeking an edge to differentiate ourselves, and increasingly we look to digital tools 
(guilty). But what if the answer is more old school? 

As I entered the boutique, the vibe was completely different from the bustle of the street, life on a 
computer screen, and running from meeting to meeting. I was immediately greeted by a seasoned 
sales professional who exuded warmth and professionalism. Everyone seemed to move and speak 
differently, well-dressed, polite, and articulate.  

Instead of bombarding me with pushy sales pitches, she took the time to understand my preferences, 
offering me a seat and a refreshing beverage. The personal touch and attention to detail were 
palpable, making me feel valued and appreciated as a customer. It was actual IRL (in real life), as 
they say. 

As we sat together discussing the gift, I had many questions about the return policy, my daughter's 
preferences, and how I might best present a signature gift. My associate said, in her kind, 
sophisticated way: “Let's make an appointment to bring her in. We will take her to a private room, 
show her the beautifully wrapped gift, present her options, have a champagne toast, and give her a 
tour of the mansion.” 

Boom. What could have been a simple online transaction became something more – much more.  

And when it came time for the actual visit, they did not disappoint. It’s one thing to say you are going 
to do something, quite another to execute in a way that exceeds expectations. Personalization. 
Execution. Exceed expectations. 

Amidst the plush surroundings and impeccable service, I couldn't help but draw parallels to the wealth 
management industry. I thought as the investment world becomes more dehumanized, 
commoditized, and modernized, perhaps old-school personal touch is a winning formula. 

  



 
 

 

We are all seeking an edge, and we all talk about “great service.” But how do we create a bespoke 
experience for each client like this retail boutique? What cultivates that human, luxury experience? 
What are the actual deliverables that make wealth management clients feel the way I felt that day? 
Can we as an industry institutionalize and perfect this level of extreme hospitality?  

After all, I could have bought this gift online and I’m sure my daughter would have appreciated it. 

Instead, they created something much, much more—an experience, a lasting memory, and brand 
loyalty. 

Something uniquely…human. 
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Berkshire Asset Management, LLC is a registered investment adviser under the Investment Advisors Act of 1940 with the Securit ies 
and Exchange Commission (“SEC”). Registration with the SEC or any state securities authority does not imply a certain level o f skill 
or training. The information contained herein, is for Investment Personnel use only.  
 
Risks: Past performance does not guarantee future results. Different types of investments involve varying degrees of risk, an d there 
can be no assurance that any specific investment will either be suitable or profitable for an individual’s investment portfolio. 
Dividends are subject to change, are not guaranteed, and may be cut. Investing based on dividends alone may not be favorable as it 
does not include all material risks. There is no guarantee any stated (or implied) portfolio or performance objective mentioned by 
Berkshire can be met. Berkshire’s equity style may focus its investments in certain sectors or industries, thereby increasing  potential 
volatility relative to other strategies or indices. The dividend strategy may include bundled services also known as a “wrap fee 
program”. Because there is typically a low turnover in the strategy, this may be more costly for some investors. No one shoul d 
assume that any information presented serves as the receipt of, or a substitute for, personalized individual  advice from a qualified 
advisor or any other investment professional. 
 
Market Commentary, Aggregate Holdings, Securities, Sectors, Portfolio Characteristics Mentioned: No statement made in this 
presentation shall construe investment advice. This presentation is for informational purposes only. Views, comments or resea rch 
mentioned is not intended to be a forecast of future events. The mention of any security or sector is not deemed as a 
recommendation to buy or sell. It should not be assumed that the future performance of any company identified in this documen t will 
equal its prior performance or that any future recommendations regarding the securities of any such company will be profitable. Any 
reference to any security or sector is used to explain the portfolio manager’s rationale for portfolio decisions or philosoph y. Research 
or financial statistics cited regarding securities or sectors do not contain all material information about them. Any securit ies 
mentioned represent a partial list of holdings whereas Berkshire portfolios typically contain approximately 30 -40 securities in 
percentage weightings ranging from 1-5%. A complete list of holdings from a representative account is available upon request. 
Overall portfolio characteristics mentioned are from a representative account deemed representative of the strategy; data may  be 
compiled from Zacks, Baseline or Berkshire estimates. Individual holdings, performance and aggregate characteristics of actua l 
portfolios may vary based on a variety of factors including market conditions, timing of client cash flows and manager discre tion. This 
presentation contains Berkshire opinions and use of Berkshire estimates which are subject to change at any time. Berkshire 
employees may have personal positions in any securities or sectors mentioned. Charts, presentations or articles may be obta ined 
from third parties and Berkshire does not guarantee their accuracy. 



 
 

 

 
Platform restrictions may apply. Preliminary returns are based on composite estimates only. Individual accounts will vary.  
  
Berkshire Dividend Growth SMA is available through various custodians, broker-dealers and UMA providers. This email is Intended 
for Institutional and advisor use only. This email may make information of third parties available via website links. The Thi rd Party 
Content is not created or endorsed by Berkshire nor any business offering products or services through it. The delivery of Th ird Party 
Content is for general informational purposes only and does not constitute a recommendation or solicitation to purchase or sell any 
security or make any other type of investment or investment decision. In addition, the Third Party Content is not intended to  provide 
tax, legal or investment advice. the Third Party Content provided to is obtained from sources believed to  be reliable and that no 
guarantees are made by Berkshire or the providers of the Third Party Content as to its accuracy, completeness, timeliness.  
  
Any companies referenced, have been done so, solely for illustrative purposes and not based on investment performance or 
attribution to the overall performance of the strategy. The companies identified herein do not represent all the securities purchased, 
sold or recommended for client accounts, and you should not assume that an investment in the companies identified was or will  be 
profitable. Berkshire retains the right revise or modify portfolios and strategies if it believes such modifications would be  in the best 
interests of its clients. Model portfolios may or may not contain any specific security at any time, and decisions to invest should not 
be made based on the presumed or current composition of any model portfolio - For a list of complete holdings in the Berkshire 
Dividend Growth Strategy, email advisory@berkshiream.com 
  
Berkshire Asset Management, LLC claims compliance with the Global Investment Performance Standards (GIPS®). GIPS® is a 
registered trademark of CFA Institute. CFA Institute does not endorse or promote this organization, nor does it warrant the a ccuracy 
or quality of the content contained herein. To receive GIPS-compliant performance information for the firm’s strategies and products, 
contact Jason Reilly, CFP® Tel: 570-825-2600 or advisory@berkshiream.com. 
  
Definitions: The S & P 500 Index is a market capitalization weighted index of the largest 500 U.S. stocks. It is a market -value 
weighted index (stock price times # of shares outstanding), with each stock’s weight in the index proportionate to its market  value. 
The index is designed to measure changes in the economy and is representative of most major industries. Russell 1000 Growth 
Index measures the performance of those Russell 1000 companies with higher price-to-book ratios and higher forecasted growth 
values. The index was developed with a base value of 200 as of August 31, 1992. Russell 1000 Value Index measures the 
performance of those Russell 1000 companies with lower price-to-book ratios and lower forecasted growth values. The index was 
developed with a base value of 200 as of August 31, 1992. You cannot invest directly in an index. BEst (Bloomberg Estimates) 
Earnings Per Share (EPS Adjusted) estimate returns Earnings Per Share from Continuing Operations, which may exclude the effec ts 
of one-time and extraordinary gains/losses. Beta is a measure of volatility vs. an index. Upside/Downside capture ratios refer to a 
portfolios performance as a percentage of either positive returns (upside) or negative returns (downside) vs. an index. Stand ard 
Deviation is a measure of total risk.  Alpha, Beta and capture ratios are represented as calculated by Morningstar.  
 
Risks: Past performance does not guarantee future results. Different types of investments involve varying degrees of risk, an d there 
can be no assurance that any specific investment will either be suitable or profitable for an individual’s investment portfolio. 
Dividends are subject to change, are not guaranteed, and may be cut. Investing based on dividends alone may not be favorable as it 
does not include all material risks. There is no guarantee any stated (or implied) portfolio or performance objective mentioned by 
Berkshire can be met. Berkshire’s equity style may focus its investments in certain sectors or industries, thereby increasing  potential 
volatility relative to other strategies or indices. The dividend strategy may include bundled services also known as a “wrap fee 
program”. Because there is typically a low turnover in the strategy, this may be more costly for some investors. No one shoul d 
assume that any information presented serves as the receipt of, or a substitute for, personalized individual  advice from a qualified 
advisor or any other investment professional. 
 
Market Commentary, Aggregate Holdings, Securities, Sectors, Portfolio Characteristics Mentioned: No statement made in this 
presentation shall construe investment advice. This presentation is for informational purposes only. Views, comments or resea rch 
mentioned is not intended to be a forecast of future events. The mention of any security or sector is not deemed as a 
recommendation to buy or sell. Any reference to any security or sector is used to explain the portfolio manager’s rationale f or 
portfolio decisions or philosophy. Research or financial statistics cited regarding securities or sectors do not contain all material 
information about them. Any securities mentioned represent a partial list of holdings whereas Berkshire portfolios typically contain 
approximately 30-40 securities in percentage weightings ranging from 1-5%. A complete list of holdings from a representative 
account is available upon request. Overall portfolio characteristics mentioned are from a representative account deemed 
representative of the strategy; data may be compiled from Bloomberg, Baseline or Berkshire estimates. Individual holdings, 
performance and aggregate characteristics of actual portfolios may vary based on a variety of factors including market condit ions, 
timing of client cash flows and manager discretion. This presentation contains Berkshire opinions and use of Berkshire estimates 
which are subject to change at any time. Berkshire employees may have personal positions in any securities or sectors mention ed. 
Charts, presentations or articles may be obtained from third parties and Berkshire does not guarantee their accuracy. *Platform 
restrictions may apply.  Preliminary returns are based on composite estimates only.  Individual accounts will vary.  


