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This project will discover how CX 
Forum member firms manage 
clients’ different needs 

It is important because an asset 
manager’s alignment with what its 
clients want drives their impression 
of its value,1 despite their wants and 
needs changing over time 

It is relevant as firms manage the 
impact of COVID-192 by striking 
new balances within their business 
models and client journeys

1. Marketing malpractice: the cause and the cure. 
Christensen, et al (2005). 

2. The impact of COVID-19 on client experience in 
asset management. Accomplish, May 2020. 

https://www.accomplish.world/wp-content/uploads/Covid-19-CX-impact-assessment.pdf
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Accomplish will work with participating firms to to confirm 
a satisfactory scope of topics. Geographic scope will be 
global wherever possible, and EMEA at a minimum. 

Design 
and scope

We will aim for the same sample size as with the ‘voice of 
the client’ project – around nine firms. The minimum 
threshold for a viable project will be five firms. 

Sample size

We will use the proven model of peer-to-peer ‘fireside 
chats’ between firms. Third-party facilitation will provide 
an equitable balance and increase willingness to share. 

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

The CX Forum’s terms of anonymity and mutual non-
disclosure will protect firms’ confidentiality. Accomplish will 
keep records to ensure no doubt could arise that anything 
other than clients’ general interests was discussed. 

Protection 

Approach 

How we will achieve the objective 
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“The facilitation 
unearthed many more 

insights than we 
expected.”

https://www.accomplish.world/wp-content/uploads/Voice-of-the-client-report.pdf
https://www.accomplish.world/wp-content/uploads/CX-Maturity-Initiative-Terms-of-Membership.pdf
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60-minute information-
sharing sessions between 
firms. Facilitated by 
Accomplish. 
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Discussion agenda
1. Service model differentiation – do 

you tier clients? If so, what factors 
do you use? 

2. How do you balance granular client 
types against the need for a 
standardised client journey? 

3. How strike a balance between:

▪ Stated preferences and revealed 
preferences through digital 
footprint

▪ Customisation and 
standardisation?

▪ Digital and non-digital 
touchpoints? 

4. How handle changing requirements 
across the client journey, i.e. what 
they really want changes, or turns 
out to be different from what you 
thought they wanted? 

Accomplish will ensure every 
participating firm receives a 
‘read-out’ and discussion of 
the project’s findings. 

Accomplish will analyse the 
data, identify patterns, draw 
conclusions, identify 
opportunities and propose next 
steps – to be collated into an 
enduring artefact. 

Information capture and synthesis

4


