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Project objective 
and rationale
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This project will determine the extent, 
nature, and usage of client portals 
across the institutional investment 
industry. 

A portal has an important effect on a 
client’s experience of consuming 
investment services, as well as on the 
asset manager’s operational efficiency. 

The results will be valuable because of 
the variety of different portals firms 
have developed, the ways they have 
met demand in the era of remote 
working, and the industry debate 
about centralisation. 
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60-minute information-
gathering sessions with 
Accomplish. 
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Project scope
1. How extensively does the industry 

use client portals?

2. For which client segments? 

3. What functionality do they 
provide? 

4. Level of client adoption? 

5. Internal and external drivers and 
perceptions 

6. What is your firm’s assessment of 
the industry’s strategic direction in 
this area? 

▪ Discussion of the project’s 
findings at the CX Forum. 

▪ Opportunity for follow-on 
fireside chats and working 
groups, as necessary 

Accomplish will analyse the data, 
identify patterns, and share 
conclusions with the project 
participants – to be collated into 
an enduring artefact. 

Information capture and synthesis
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Accomplish will work with participating firms to confirm a 
satisfactory scope of topics. The geographic scope will be 
global wherever possible, and EMEA at a minimum. 

Design 
and scope

To provide directionally significant information, we will 
aim for the same sample size of between 12 and 18 firms. 
We will achieve this by aiming to secure 23 contributors.  

Sample size

We will gather the information in firm-specific sessions, 
discuss the findings at the CX Forum, and then schedule 
follow-on fireside chats and working groups, as necessary

Facilitation    
and structure 

Set-up project, engage firms, broker refinements to the 
agenda, facilitate dialogue, capture and analyse data, 
identify patterns, draw conclusions, identify opportunities 
and next steps, and collate into an enduring artefact.

Analysis
and conclusions

Accomplish will conduct the one-to-one information 
gathering sessions with each firm participating under 
the CX Forum’s terms of anonymity and mutual non-
disclosure that protect firms’ confidentiality. 

Protection 

Approach 

How we will achieve the objective 
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“The combination of 
benchmarking, collaboration 

with Accomplish, and the inputs 
from across the CX community 
has been really valuable for us 

as we shape our strategy.”

https://www.accomplish.world/wp-content/uploads/CX-Maturity-Initiative-Terms-of-Membership.pdf

