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Turning a Broken
Client Portfolio Into
a Working System
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@ THE CHALLENGE
HOW | APPROACHED IT
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UNDERSTAND

Reconstruct the CREATE STRUCTURE

D 56+
CD: ACTIVE CLIENTS

Employee-benefits clients across
technology implementation,
pension compliance, service
delivery and ongoing client
relationships.

| inherited a portfolio of 56+ active clients with unresolved service issues, dissatisfied
customers and limited visibility over what was outstanding. Information was fragmented,
processes were unclear and manual administration created ongoing delays and errors.

TAKE ACTION
Resolve and improve

DELIVER IMPACT
A working system

situation

Spoke directly with clients
to understand their concerns

Reconstructed outstanding
issues across the portfolio
Identified what had and
hadn't happened
Separated immediate client
problems from wider
process issues

BEFORE

Establish visibility
and priorities

Built a clear view of all client
issues, progress and
next steps

Created an implementation
guide to track pension-
scheme progress

Set realistic timelines and
expectations with clients
Established consistent
processes for delivery

and communication

A fragmented and reactive portfolio

service issues

56+ active clients with unresolved

Dissatisfied clients and low confidence
Poor visihility of outstanding work

Information spread across different places

Addressed and resolved
outstanding client issues

Improved internal and client
processes to reduce
manual work

Delivered client training
and support

Worked closely with clients
to rebuild confidence

and maintain momentum

AFTER

and stronger relationships

Portfolio operating smoothly
with clear visibility

Fewer manual processes
and reduced administration

Improved client satisfaction

Rebuilt client confidence
and trust

Strong, engoing client
relationships

A structured portfolio and renewed client confidence

Clear visibility across all clients and next actions

Improved client satisfaction

Rebuilt client confidence and trust

Reduced manual administration

Unclear progress and priorities More consistent processes and communication

Manual administration and inefficient
processes
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Stronger, long-term client relationships

KEY INSIGHT

The problem wasn’t simply dissatisfied clients and unclear operational

and team ownership. The underlying problem was a lack of visibility and
operating structure around what needed to happen.

Implementation
guide (pension-scheme
progress)

Portfolio analysis
and issue resolution

Improved processes
and reduced manual work

Client training

@ KEY DELIVERABLES 2
and ongoing support

Project Management Business Operations Process Improvement Customer Experience Business Process Modeling
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