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Developing a Managed 
Operational Services Model

1.1 ROUNDTABLE DEBATE

Aani Nerlekar: What are the benefits of co-sourcing and outsourcing and how does a firm 
create a framework and partnership to better serve clients? 

Alain Mandy: I have 22 years of experience in outsourcing and managing service providers. 
Throughout the years, there has always been this question around the benefits of building in-
house versus outsourcing services.

Over the years, asset managers have been focusing more on their core business, investment, 
whilst looking to keep up with the various emerging technologies. This is difficult to do, 
especially when it comes to scale. If you want to scale a business, you need to work with 
outside service providers.

When working on big projects, time to market is another critical factor, and this is a key benefit 
to outsourcing. Something which can take years to do inhouse, can take weeks or months when 
outsourced to experts.

If you don’t outsource, it can be very difficult to keep up with new technologies and 
regulatory changes. 

Asset managers should be focusing on their core business, which is managing money, 
building portfolios and dealing with clients. Therefore, I feel that outsourcing is a very good 
thing to be doing. 

Nicholas Nolan: The most significant benefit we see from outsourcing is the skillset delivered as 
part of the offering. We often see clients looking for outsourcing due to complex reconciliation, 
new asset classes, and different structures. The benefits companies like SS&C have, are the 

• Asset managers should be focusing at all times on their core 
business model, using outsourcers to bring in expertise and 
decrease time to market for new products

• When and where to outsource is an ongoing process that 
organisations must do at every stage of its lifecycle

• When outsourcing, firms must understand data governance, 
as any time there is data integrating with systems, it must be 
monitored and checked

• Formulating an outsourcing model requires buy-in from all parts 
of the firm; it is a mindset and a culture

• Future technologies will be the driving force of outsourcing, 
including automation, front-to-back consolidation and blockchain
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expertise they can provide in all of these areas. Allowing firms to focus 
on investment income-generating activities and core business needs. 

Jon Ambos: The technology component is important, as in the past, 
if a firm has run all their own instances of technology, then they would 
have to go through all the upgrades. This would take time away from 
people to focus on business continuity. Having the right partner allows 
us to focus on our core competencies, and not worry about the latest 
upgrade to Oasis or Charles River. Yes, we still must run tests and 
evaluate impact, but this is much less time consuming than doing the 
whole upgrade in-house. 

The focus can be on how we work with our partner to add the right 
components into a new platform, whilst making our organisation more 
efficient. It is about demonstrating how we can add value. 

Dan Houlihan: I agree. Firms outsource to providers such as Northern 
Trust to achieve scale, to utilise it and to move to a variable cost model. 
It does, however, depend on which functions you are speaking of 
when talking about outsourcing. 

The strategic benefit of outsourcing the middle office is that it 
becomes the operating platform on and through which you are going 
to execute business strategy. This could be anything from launching 
more products faster to achieving global expansion into new asset 
classes. In effect, you can utilise the infrastructure of your outsourced 
partner and theoretically your speed to market and agility is far in 
excess of what you would be able to do on an internal infrastructure. 

The strategic side of this is very important to understand and to put 
into perspective as the relationship goes on to not only make sure that 
you are evaluating how effective the day to day is but also whether 

you are getting the strategic benefits of being on an outsourced 
platform.

Aani: At which stage of a firm’s lifecycle should they evaluate 
outsourcing options to alleviate the operational burden of 
legacy system workarounds?

Dan: Even though I am a provider of outsourced services, I don’t 
feel that outsourcing is right for every firm at every point in 
time. For example, if you have a great deal of sub-costs and still 
have inherent scale in your platform, maybe now isn’t the right 
time for you to outsource. If you were a U.S. domestic equity 
shop, for instance, and you want to get into derivatives or other 
asset classes, you might not have the systems capability or the 
human capital and so your speed to market of doing these tasks is 
theoretically faster on an outsourced platform. 

It is situational but it is also strategic, and everyone should be 
considering how they futureproof their operations. For some firms, 
frankly, outsourcing is a religious debate in terms of how they think 
about their staff and people, which we respect as well. 

Jon: It is situationally dependent, and it is not right for everyone. A 
lot of the debate is around having the right planning and rationale 
for outsourcing. For example, do we want to spend our resources on 
staffing and technology, or do we want to spend it with a partner who 
can help us to get to market faster?

Outsourcing may not save you money, certainly not in the short term, 
because you may be supporting a legacy system and outsourcing 
simultaneously. Over time, however, you can manage your costs better 
with an outsourcer. Having an old legacy platform is a big trigger for 
firms to outsource, but as Dan said, it is a mindset. Some are loyal to 

FIRMS OUTSOURCE TO ACHIEVE SCALE, TO 
UTILISE IT AND TO MOVE TO A VARIABLE COST 

MODEL. IT DOES, HOWEVER, DEPEND ON WHAT 
ASPECTS YOU ARE SPEAKING OF WHEN TALKING 

ABOUT THE ‘RIGHT TIME’ TO OUTSOURCE
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their staff and what they want to do, but you have to be open to all the 
possibilities and where outsourcing can make sense. 

I cannot say that there is one trigger, but firms must evaluate regularly, 
to see if outsourcing makes better economic sense. It may not even 
make sense right now, but as new products arise or staffing issues 
happen, it is important to revaluate. Covid has changed things, people 
have proven we can work remotely, and therefore outsourcing staff 
who may be located elsewhere, is now seen as viable. 

Alain: It varies, and there is not one magical answer as to when the 
right time may be. On the topic of Covid, it is interesting, as Wellington 
were planning some big outsourcing projects just before the pandemic 
but have since debated whether to wait. No one wants to carry out a 
big project when everyone is working from home, but in our case, we 
did execute them during the pandemic, and it worked out great for us. 

Sometimes, when there is a change in management or when a team 
leaves, this can trigger the consideration of outsourcing. It could also 
be linked to regulations, for instance, when Mifid II came into Europe 
a few years ago, there were many more requirements introduced and 
people started to look at outsourcing providers to meet them.

It can be related to risk, and every firm has a different risk appetite. 
Sometimes when the business becomes too complex and risky, 
organisations can decide that they don’t have the skills or expertise 
required and so looked to outsource. 

I would mention with regards to regulation, being from an 
insurance firm, that we are subject to a lot of regulations and 
reporting requirements. By having the right partner, we don’t 
have to build for them. Our partners are building these reports for 
us because they are used across all their insurance clients, which 
brings in the aspect of scalability firms cannot achieve alone. 
Our outsourced partners sit on all the industry committees, so 
they have great insight and industry awareness. Which, again, is 
something individual firms would struggle with. 

Nicholas: When we talk about what stage people need to consider 
outsourcing or co-sourcing, there is a need to understand data 
governance, as any time there is data integrating with systems, it must 
be monitored and checked.

We also manage a tremendous amount of reconciliation. We conduct 
daily and monthly recs to the administrator, and when firms bring on 
additional counterparties, potentially adding different administrators, 
these bring possible operational challenges and require automated 

reconciliations. Generally, this is where we start to see firms say 
they want to turn over a large portion of their reconciliation to an 
outsourcer. 

We are set up well for this because we integrate with all 
administrators. In addition, we have great tools built for scale, and 
serve multiple clients, so, typically, we see people coming to us for 
support in this area. 

Aani: Outsourcing multiple processes to one provider may 
be easier than choosing multiple specialised providers. What 
should take priority, as both have pros and cons?

Jon: It does depend on your business, as everyone has their own 
take towards their target operating model. When I was an outsourcer, 
I wanted to do everything, but I understood that I might not have 
been the best at everything. The key is data, ensuring its coherence 
and its relevance across the entire business operating platform. The 
governance around this data is also key. 

If you have more components and you pay more to an outsourcer, 
then you will have a little more of a say in operations, particularly if you 
are a larger firm. As a smaller firm, you will not have the same clout, so 
changing providers is tough. These smaller firms must demonstrate 
that it will benefit all their clients, or most of their clients, to get 
something on the road map. 

It comes down to the relationship that you have with your outsource 
provider and the budget you can allocate. So, there really is no 
definitive answer to this. 

Nicholas: If you work with a single vendor, you have more power the 
more you buy from them. If your business spreads amongst different 
providers, it is not always as easy to influence change.

We have shied away from a componentised model. End-to-end 
integration, particularly with the middle office, requires control of 
outcomes because it is mission critical.

Aani: Liability is a concern, specifically around the middle and 
back office operations such as trade settlement and corporate 
action processing. How would you recommend managing this 
with managed service providers?

Alain: As an asset manager, you can outsource the work, but you can 
never outsource the responsibility in the eyes of the regulator. Boards 

Outsourced partners often sit on multiple industry committees, 
so they have great insight and industry awareness. Which is 

something individual firms would struggle with
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are now wanting to understand what the model of an outsource 
provider is, how much time is spent there and what is in the contract. 

You need to make sure that you have KPIs and SLAs in place, but also 
that you really manage the oversight and how you make sure that you 
cover yourself. 

Aani: How can you evaluate a managed services provider’s 
offering and balance different stakeholder demands?

Jon: The key is the quality of the offering, which I am going to speak 
to my peers about. Many will put on a beautiful sales show and 
demonstrate all the functionality. But having the proof of concept 
based on your results is a different matter entirely. Firms may want 
to talk to their other clients about their data integration and time to 
market experiences. 

Data integration is a key demonstrator of capabilities. Some 
integrations can be done overnight, others could take a year or more, 
so understanding how the outsourcer can facilitate this is important.

You also want to understand how they are staying current with 
regulation and change in the marketplace. You want to look at whether 
they made the required technology enhancements on time. Did they 
have any issues? Did they stay current on the regulatory reporting that 
firms need? How often do they do upgrades?

I spent some time consulting at PwC, and we looked at this when we 
evaluated different providers.

Nicholas: We generally look at this through three different lenses: 
people, technology and peers. When clients are evaluating us, they 
look at our people, where they work and their experience. Firms 
generally hire us because we have a particular skillset and experience.

The second lens is about the technology we use and our tools, and this 
relates to automation, handling investment types, and handling moves 
from LIBOR to other Risk-Free Rates (RFRs). Our technology enables 
automation processes around reconciliation, governance, and different 
kinds of asset servicing events. 

The last lens is around peers. Generally, I find things move faster when 
you have client references who look like the clients you are trying 
to win. It is important for customers to share their experiences with 
the team and with the tools we use. Nothing is as good as getting a 
reference who can share anecdotal stories about how our team has 
helped grow their business.

One of the critical things we strive for is to ensure that all our 
customers are referenceable, which means that we must provide 
excellent service.

Alain: Feedback is number one. Because, when you have an offer for 
a managing provider who you don’t know very well, it can be more 
difficult to make an informed decision. 

Another element that has become more important is integration of 
the system. How we make sure that whichever service provider we 
use, they can integrate to our ecosystem and systems more generally. 

How the data is managed and how it fits into our reporting is also 
critical to consider. 

DATA INTEGRATION IS 
A KEY DEMONSTRATOR 
OF CAPABILITIES. SOME 
INTEGRATIONS CAN 
BE DONE OVERNIGHT, 
OTHERS COULD TAKE 
A YEAR OR MORE, SO 
UNDERSTANDING HOW 
THE OUTSOURCER 
CAN FACILITATE THIS IS 
IMPORTANT
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A more recent factor, which has been perhaps increased due to Covid, 
is around cyber security. What are the risks involved with outsourcing, 
and how can we ensure that any manager has a good solution in place 
for this issue? 

Aani: For institutional segregated account onboardings, what 
is a typical SLA for account set up for a USD mandate, no fore 
market set up? Alain or Jon, what might your expectations be 
for a service provider?

Dan: I am not entirely sure what our SLA is, but five days feels about 
right, definitely not ten. 

Jon: It depends on what you are outsourcing and whether it is heading 
an account to an existing feed or if it is something new, which will take 
longer. You must be reasonable and work with your partner on what 
these are. 

I can add a new account on my trading system immediately and on 
my accounting system overnight, but if I haven’t submitted all the 
documents to set up a new account, this is on me. There is onus on the 
asset manager, hedge fund, or insurance company to provide all the 
right information in the right format. There are different requirements 
across the different vendor partners. 

The complexity is also important. Are the firm trading only in the US? 
Or are they setting up global markets? This is important, as global 
markets take longer to set up for clients. 

Dan: Yes, and data conversion is something that we cannot escape. 
Where the client may only have a month of history, this would be a 
simpler process. Versus if it is an open, tax lock conversion from three 
years ago. That is going to change the time to market aspect of this. 

Aani: Is there a concern that your firms’ unique requirements 
will not be prioritised with your outsourcing providers 
concern? How detailed are you in your SLA with the 
outsourcing provider?

Alain: Sometimes when you start a relationship, you don’t always 
know the finite details. Updates to the requirements does need to be 
done from time to time. 

With SLAs one aspect must be very clear; what are the expectations? 
What are the KPIs or KRIs, and how will you measure these? You need 
to ensure that you have full oversight and transparency with the 
service provider.

Jon: You want to have them, but you don’t want to be inundated with 
them. In the past we have had clients who had 40 pages of SLAs. It 
took us a month to report on them. Overtime, however, the list always 
shrinks down to what is really important.

Sometimes stuff happens, so if you have a good relationship with your 
service provider then you can work together to find a solution. The 
SLA should be around things that are financial and reputational. It is 
supposed to help all parties work together. 

Aani: How do you obtain buy-in across the organisation when 
adopting the MS approach and how do you manage control 
and oversight?

Alain: The idea is more bottom-up as opposed to top-down. 
It is important that you can quickly say what the benefits and 
disadvantages are of doing this. It isn’t always about the money, 
sometimes it is about risk, scale, servicing and improving the client 

WITH SLAS, ONE ASPECT MUST BE VERY CLEAR; 
WHAT ARE THE EXPECTATIONS? WHAT ARE THE 

KPIS AND HOW WILL YOU MEASURE THESE? 
YOU NEED TO ENSURE THAT YOU HAVE FULL 

OVERSIGHT AND TRANSPARENCY
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experience. I would try to strike the balance to convince staff of the 
benefits. 

Dan: There is no question that you need top-down sponsorship 
particularly with outsourcing. If you are talking about outsourcing 
items that have historically been in-house, then you are likely talking 
about displacing people which is serious and sensitive stuff. 

I also believe that, particularly with middle office, I often see firms 
make the mistake of not understanding who the constituents are. It is 
vital to make sure that all the constituents have a seat at the table, and 
that we engage with them directly to make sure we understand what 
outcomes they are looking to achieve and how we can do that.

Jon: Once you have the buy in of the senior teams, you also need 
champions from each of the departments who will be working with 
the senior teams. If I am outsourcing trade support, I need someone 
there who is the proponent of it. Yes, they may displace some people, 
but if I find a champion who is engaged, who wants to work on this and 
make sure that it is smooth, then the transition will likely be successful.

Sometimes the legacy technology is so stale, that if you can get 
someone who is excellent at using the new technology to show how it 
can help people in their day-to-day jobs, this can be a turning point. 

Not everyone is going to buy-in. In my firm, we have lost some people 
who have been with us for 25 years, because they did not want to go 
through a change. It does happen. You don’t want to lose people but 
unfortunately, sometimes you do.

Nicholas: These things require buy-in from senior management. 
We clearly communicate to our partnering company what role they 
have in this process. We are all responsible and the customer plays an 
important part. We want to know what tools they use and what we 
expect from them related to oversight. 

Generally, this is well received, however, sometimes clients speculate 
what the impact to them will be, so we help them understand their 
role in this new paradigm. 

Aani: How can managed services help meet the demand of 
investor transparency with a flexible offering focused on 
reporting and client communication?

Nicholas: If you are referring to investor transparency, we certainly 
don’t like to remove processes. These steps are interconnected and if 
one thing is wrong, it is going to cause ripples. On the investor side, we 

have found many clients who want to shadow investor allocations to 
look at weekly or biweekly reports. Clients still want that transparency. 

Being flexible and agile where you can, and not creating an 
environment where it will make asset servicing more difficult, is key. 

Dan: For most of our clients, when it comes to middle office, 
once they outsource, they are generally going to get much better 
operational visibility into the day-to-day business operations. We 
are doing this for a living and so have SLA and KPIs that are tied to 
commercial consideration and are highly controlled. We have a culture 
of control and accounting so most of our clients find that they do get 
more visibility. We are constantly hoping our clients’ auditors will do 
operational due diligence on us. 

This is another advantage of outsourcing, in that you do get trade-offs, 
but you also get enhanced control of data if you use it and consume it. 

Alain: There is definitely more demand for investor transparency. 
There is also a demand to be more flexible in the offerings. It is about 
improving the client experience, which is mainly what asset managers 
are looking for.

Jon: Using outsourcing is a mindset, so you must be open to 
everything that comes with it. There are certainly differences in 
providers and services, but at the end of this, you must have buy-in 
across the board. 

At the start, I had the view that providers were simply a vendor, get the 
job done and this is what I want. Then I realised, overtime, that these 
providers are actually your partners, and so you have to work with 
them to maintain a good relationship and get the most you can out of 
this service.

Dan: Depending on what you outsource, if you are outsourcing 
your middle office, it is going to be a 20+ year relationship, unless 
something goes horribly wrong. 

For me the success or failure of these relationships does come down 
to the daily ebb and flow of problems and how you work together to 
solve these problems. As you are evaluating, it is certainly a capability 
assessment that must be made but also a partnership assessment to 
be made. 

The execution list is high, and unwinding is difficult. I have heard 
people say in the industry that you date your fund administrator, but 

Using outsourcing is a mindset, so you must be open to everything 
that comes with it. There are  differences in providers and you 

must have buy-in across the board



Developing a Managed Operational Services Model 12

Section 1 - Roundtable Debate

you marry your middle office provider. There is some truth to this. 
There has definitely been some hard-won successes and failures over 
the past 15-18 years of this middle office trend.

Aani: If we think about the long term, say the next 5-10 years, 
how big do you feel the third-party market of outsourcing, 
whether it is fund administration, custodial, middle office, will 
become? What type of market would it be and what would 
influence the success of the firms? What functions do you feel 
will trend towards this outsourcing model?

Alain: In the past two-years we have seen more technological 
advances than in the last ten-years. I can see that between front, 
middle and back office all will become integrated. From the portfolio 
managers to the custodian. 

In ten-years, there will be new technologies. Blockchain is an 
interesting example, and I am currently working on a couple of projects 
involving this. Whilst I do not feel it is market ready yet, there are a lot 
of projects of note here.

Aladdin and other platforms are offering more integration, and we will 
see a lot of improvement in this area in the coming years. 

Nicholas: Our business has two parts to it: technology and 
outsourcing. As much as we can bring these worlds together, 
connecting front office to middle office, I see the trend of a single 
front-to-back office staying high in demand. We see new players 
entering the market right now, as more front-to-back solutions are 
coming every day. 

We invest a lot of resources and time in automating reconciliation 
to create efficiency and scale. This is as big an area of focus as the 

workflow and governance related to many other functions. These 
are areas people tend to want to outsource and are generally the first 
thing to go.

Jon: I do not believe that this is specific to functions, as a lot of 
this is data driven. Blockchain would seem to be the next big thing. 
Blockchain would allow you to input data once, and then share it from 
your custodian to your trader. 

These types of things will help in automation, I don’t know that you are 
ever going to get full automation, but technologies are currently and 
will continue to improve the process slowly and innovatively. There 
is a life cycle to all of this. If you think about when derivatives started 
compared to their frequency in use now, it has taken a long time for 
them to get here. 

Dan: We are certainly seeing the trading function being outsourced 
more. We have 80 clients now who have outsourced the entire trading 
desk. This is not right for every firm, but if you consider it from a cost 
perspective it is meaningful. 

Also, there is a capability aspect, where the front office is ripe for 
transformation it is not immune to the cost pressures faced by middle 
and back offices. We are also seeing the digitisation of the investment 
process, which is a big element in the buy-side of the market. 
Asset allocators and asset owners want a better understanding of 
predictability and reputability of the investment process, and if it is in 
the heads of the portfolio managers it is hard to demonstrate so we 
are seeing a lot of activity there. 

Aani: Thank you all for sharing your thoughts on this topic. 

IN THE PAST TWO-YEARS WE HAVE SEEN MORE 
TECHNOLOGICAL ADVANCES THAN IN THE LAST TEN-

YEARS. I CAN SEE THAT BETWEEN FRONT, MIDDLE 
AND BACK OFFICE ALL WILL BECOME INTEGRATED
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In the drive to outperform traditional equity 
markets, institutional and accredited investors 
have sought exposure across a broader mix of 
asset classes, including private equity and private 
credit. To accommodate this demand, asset and 
hedge fund managers have worked to diversify 
their capabilities and product offerings.

Many firms have found that accounting for and reporting on multi-
asset portfolios adds several layer of operational complexity. Firms are 
rightly asking if they want to take on that added complexity internally, 
or perhaps offload some of it to a service provider whose core 
competencies are IT and operations. And that was before the changes 
wrought by the global health crisis. The displacement of investment 
teams from their offices put pressure on firms to access their 
operational systems remotely. In its 2020 Global Hedge Fund Survey, 
KPMG observed that the pandemic led firms to “reevaluate their 
existing business operating models and adjust their core processes, 
cost structures and work environments.”1

That’s putting it fairly mildly. The convergence of these events—
investor demand for diversification and the compelling need for 
remote work solutions—has accelerated discussions about outsourcing 
across the industry. As the KPMG annual survey found, “An 

overwhelming 71% of respondents agree that the current experience 
of working remotely has convinced them they could achieve better 
cost efficiencies if they outsource some of their operations.”1

For more and more firms, the question is no longer whether to 
outsource, but what to outsource. And is there a model that allows you 
to outsource “some” (but not all) of your operations?

The evolution of outsourcing

Outsourcing has evolved considerably over the past decade. It is 
no longer “one size fits all” and doesn’t have to be an “all or nothing” 
proposition. Outsourcing today comes in a variety of flavors across a 
wide spectrum, from basic technology hosting to a full-scale lift-out of 
a firm’s operational platform to an off-site provider.

At the same time, firms have become more receptive to outsourcing, 
as the strategic advantages of cloud deployment have become more 
apparent and mainstream. Security issues that slowed adoption 
appear to be on the wane—the KPMG survey found that “concerns 
regarding risk from outsourcing came low down the list, with just 11% 
of respondents noting third-party risk as a concern.”1 While cost is 
still a consideration, firms today choose outsourcing to drive greater 
efficiency and reduce operational risk, or to gain agility to add new 
products or enter new markets.

Five Key Questions: What to Look for 
in a Managed Services Provider

1.2 WHITEPAPER

WHAT TO ASK A MANAGED SERVICE PROVIDER
1.  Do they provide a comprehensive platform through a single source?
2.  Do they own and support the technology?
3.  Do they combine technology and operational expertise?
4.  Can they support diversified asset classes?
5.  Do they meet high security standards?

1 2020 KPMG/AIMA Global Hedge Fund Survey: COVID-19 special edition. Agile and resilient: Alternative investments embrace the new reality. (September 2020). Retrieved from: https://assets.kpmg/
content/dam/kpmg/xx/ pdf/2020/09/2020-kpmg-aima-global-hedge-fund-survey.pdf
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Still, many firms are looking for a middle way—a greater measure of 
service than basic technology hosting, but without giving up as much 
control as the lift-out model often requires. That is what makes the 
managed service approach particularly appealing among today’s 
outsourcing options.

Understanding managed services

What distinguishes managed services from other outsourcing models? 
Operations managers often equate the term “outsourcing” with full 
business process outsourcing or BPO—essentially the lift-out model 
or the subcontracting of operations. The managed service alternative 
is more flexible than that, allowing you to choose which operational 
activities you want to delegate to a provider and which make sense 
to maintain in-house. Often referred to as “co-sourcing,” the managed 
service relationship is more of a partnership, with the provider acting 
as an adjunct to your operations team rather than a replacement for it.

From a technology perspective, your operational infrastructure resides 
at the provider’s facilities, but it remains under your control—you’re 
not a “tenant” sharing space in someone else’s cloud. You retain full 
transparency and on-demand access to your data, with the ability to 
make modifications and generate reports as needed. The provider, 
meanwhile, takes care of system support and maintenance, relieving 
you of a substantial internal IT burden. Simply stated, you get the 
benefits of technology without the headaches of managing it.

All this assumes, of course, that the managed service provider offers 
a range of technology solutions and operational services that can be 
tailored to your needs. In that regard, not all managed service offerings 
are alike.

Five key questions to ask a  
Managed Service Provider:

1. Do they provide a comprehensive platform through a  
single source?

A key consideration is whether a managed services provider can 
deliver the full ecosystem of technology solutions to support your core 
investment management functions, including:

• Portfolio accounting

• Trade lifecycle management

• Reconciliation

• Performance measurement

• Client reporting

Part of the goal in moving to a managed service model is to eliminate 
platform fragmentation and consolidate multi-vendor relationships. 

If you are looking to offload as much IT responsibility as possible, it 
simply makes sense to work with a single provider that can handle all 
of it.

As your business grows, and your needs become more complex, 
you will need to be able to adapt on the fly. With the right managed 
services provider, you’ll have an infrastructure that can scale with 
your business as your assets increase in volume or complexity. 
Furthermore, as technological innovations come along, the 
responsibility lies with the managed services provider to make the 
requisite investments to keep its

platform on the cutting edge—not with you. Look for a provider with a 
record of investing in continuous improvement and a clear roadmap to 
future enhancements.

2.Do they own and support the technology?

The outsourcing landscape today includes many third-party “rack 
space” providers that do little more than the term implies—they can 
host your technology platform, but do not develop or support the 
software they are hosting. When an issue arises, you have to deal 
with two vendors and act as the go-between to get it resolved. Issue 
resolution will be far easier if the managed service provider is the same 
company that built and supports the hosted technology.

A provider should be able to guarantee uptime and provide 24/7 
monitoring to confirm that data uploads and downloads are successful, 
integrations are working as intended, workflows are in order, and 
the system is responding as it should. This level of service further 
distinguishes managed services from generic or rack space hosting.

3. Do they combine technology and operational expertise?

A managed services provider should have a menu of operational 
capabilities from which you can pick and choose according to your 
needs and objectives. These might include such non-core activities as:

• Daily reconciliation

• Data management

• Data governance

• Trade processing

• Security master maintenance

• Pricing management

• Fee calculations

• Asset servicing

• Investor servicing
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Look at what your firm does best and what drives revenue—anything 
else becomes fair game for delegation to a managed services provider.

Historically, the rationale for outsourcing back-office tasks was to allow 
in-house staff to focus on the firm’s core business. Today, firms are 
look for a provider that will not simply “take it over,” but “do it better.” 
Your managed services provider should have the systems, processes 
and people with the expertise to execute efficiently, improve accuracy 
and reduce compliance risks, following best practices borne of 
experience working with dozens of firms. Your operations team can 
then shift from hands-on tasks to reviewing the provider’s work and 
taking on higher-value projects for the firm.

That said, there may be compelling business reasons to maintain 
direct control over certain processes in-house. You will want to find a 
provider that not only offers a wide range of service capabilities, but 
also has the flexibility to allow you to selectively decide which services 
you need. And if a provider offers a full range of options, it’s easier to 
add capabilities with minimal disruption should the need arise.

4. Can they support diversified asset classes?

As noted earlier, one of the big drivers toward outsourcing is the 
operational complexity brought on by investor demand for broader 
diversification. Today’s portfolios might range from traditional equity 
and fixed-income to investments in hedge funds, private equity, 
private debt, real estate, and other structured vehicles. Many firms are 
running multiple accounting systems to keep up with this demand, 
which is both inefficient and fraught with operational risk. It stands to 
reason that a managed services provider should be able to eliminate 
this prevalent pain point and support diversified portfolios on a single 
platform.

5. Do they meet high security standards?

Whether firms are operating their own systems in-house or delegating 
that responsibility to a service provider, cybersecurity is among their 
foremost concerns. It’s critical to feel confidence that your managed 
services provider has implemented strong security measures and 
controls that meet the highest industry standards, as evidenced by 
rigorous third-party audits and attestations.

The Service Organization Controls (SOC) framework, administered by 
the American Institute of Certified Public Accountants, is considered 
the industry standard in service provider attestations. Specifically, 
the SOC 2 Type II report is an attestation that a provider’s service 
processes and security controls performed effectively over a minimum 
six-month period. It is, in short, the certification you want to see when 
conducting due diligence on potential providers.

It’s equally critical to find a provider that is up to date on the ever-
evolving regulatory environment. Confidence in the quality of 
data the provider is managing for you is key to meeting regulatory 
requirements. Be sure your provider’s systems, processes and risk 
controls can withstand regulatory scrutiny as well as operational due 
diligence on the part of investors.

Freedom to Focus on Your Business

Outsourcing technology and operations allows your firm to focus 
its energies on investment strategies, client service, and business 
growth. Today, firms have more options along the outsourcing 
spectrum than ever before. The managed service option strikes the 
balance many firms are looking for, enabling you to retain control over 
systems and data, while freeing you from system maintenance and 
routine operational activity. With the right provider, it also gives you 
greater flexibility to customize your selection of operational services 
according to your needs, and to change the service mix as your needs 
change. For firms that are reevaluating their operating models and 
cost structures in the face of sweeping industry change, the managed 
service option warrants further exploration.

SS&C Advent’s Geneva® Platform  
as a Managed Service

The Geneva® platform and its ecosystem of complementary solutions 
are now available as a managed service from

Advent Outsourcing Services (AOS), along with a customizable menu 
of expert- delivered operational services to ease the burden on middle 
and back offices. Each client has its own dedicated Geneva platform, 
allowing full access to all the functionality, reporting capabilities and 
underlying data within Geneva. And unlike third-party hosting services, 
SS&C Advent owns, manages and runs our own software. Geneva as 
a managed service includes a single support team that is certified in 
Geneva and its ecosystem of solutions. Learn more at advent.com

About SS&C Advent

SS&C Advent, a business unit of SS&C, is helping over 4,300 
investment firms in more than 50 countries—from established global 
institutions to small start-up practices—to grow their business and 
thrive. Geneva®, our portfolio management and fund accounting 
system, and Geneva World Investor, our comprehensive investor 
accounting and servicing solution for any fund structure, are the 
leading technology solution for the alternative investment industry. 



Developing a Managed Operational Services Model 16

Section 1 - Whitepaper

Geneva is a highly scalable, true multicurrency and multi-asset class 
platform. It is designed to support complex investment strategies 
across international markets, with the ability to manage myriad fund, 
entity and legal structures, and fully support all transaction types and 

instruments, including private debt. Today, Geneva is available in the 
cloud through Advent Outsourcing Services, along with an ecosystem 
of complementary solutions and a customizable menu of operational 
services. Learn more at www.advent.com

This communication is provided by SS&C Advent for informational purposes only and should not be construed as or relied on in lieu of, and does not constitute, legal advice on any matter whatsoever 
discussed herein. SS&C Advent shall have no liability in connection with this communication or any reliance thereon.

©2021 SS&C Technologies Holdings, Inc.

Technology
Certify your vendor offers:

• A full suite of integrated solutions, including PMS, OMS and 
compliance

• 24/7 monitoring for system performance and guaranteed 
uptime

• Dedicated service and support

• Automatic upgrades at regular intervals

• High-security hosting facilities and SSAE16-certified risk 
controls

• Business continuity and disaster recovery

Operations
Ensure your vendor offers custom support for:

• A wide range of operational services, including 
comprehensive reconciliation, reporting, performance 
management, and data services

• A dedicated team of operations experts

• Integration with internal systems and processes

• Regulatory compliance

• Institutional-grade risk controls

MANAGED SERVICES CHECKLIST

http://www.advent.com/
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