~roject Scope and Breadth

(Altematlve Investment Services Example)

Scope

— 4,000 staff included in initiative

— 10-week initiative duration

— 6 major locations (London, New York,
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Mayjor Project Objectives
1. Create Service Scalability and Reduce Backlogs
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Customer Joumey Mapping Representative Improvements

Hedge Fund Example

Examples of Existing Issues

Relationship Management

Client expansion and new client development tended to be very
unstructured across locations. Less than 17% of the business development
group drove over 73% of the revenue and relied on no formal routines for
generating leads and closing deals.
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Investor Onboarding

Over 65% of the inbound application information received from clients was
either incomplete or inaccurate, causing extended cycle times and increased
inbound customer calls to correct issues. No formal template was utilized

to collect information, requiring Onboarding to gather information long after
initial submission.

Improvement Issues (CJM Focus)

Organization Design

Robotic Process Automation Inbound Accuracy: Client Information

Net Asset Value Unit

The NAV Unit was consistently tasked with finalizing deal information and
resolving and informational issues. The primary contact after the initial
Relationship Manager contact was NAV and the process was severely
constrained and backlogged; resources were misaligned with workload.

Account Profitability

Standardized Service Models

Customer Response Times

Global Maintenance Team

LLacking a Standard Corporate Actions template, the Global Maintenance
Team had significantly inconsistent information for very similar actions. Over
70% of the GMT was expended on lower value added tasks related to
remediation and error correction.

Improvement Timing

Investor Services

Inbound inquiries to the Investor Services team had an exceedingly high
inbound call wait time. First call resolution was extremely low (27% vs. 82%
best in class) causing significant client frustration and lost business.
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