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Introduction  & Acknowledgements  
This is the fourth time we have surveyed the outsourcing market for investment administration. As 
previously our objective has been to understand how the market has evolved since our previous 
report and how it is developing. 
 
As always, our surveys summarise the views of the respondents and we have deliberately kept our 
comments short except where there is an obvious need for explanation or interpretation. 
 
We would like to acknowledge the contribution made once again by BNP Paribas Securities Services 
in helping to develop the questions and publicising the initiative.  
 
We would also like to thank the respondents to the survey whose informed insight is what gives the 
results their significance.  
 
If you have any questions or queries about the survey results or would like to know more about the 
services of CityIQ please contact: 
 
Paul Wiltshire or Dee Radford on: 020 7073 2925 or by mailing enquiries@cityiq.com. 

Management Summary  
The key themes from previous surveys held true in 2010 with the majority of respondents satisfied 
with their outsourcing arrangements and expressing views which were mostly both positive and 
supportive. 
 
¢ƘŜ άǇŀǊǘƴŜǊǎƘƛǇέ ŀǎǇŜŎǘ ƻŦ ǘƘŜ ǊŜƭŀǘƛƻƴǎƘƛǇ ŀƎŀƛƴ ǎŎƻǊŜŘ ƘƛƎƘƭȅΣ ǿƛǘƘ organisational culture and 
executive commitment from the provider being seen as critical factors in a successful relationship. 
 
Cost was seen as being an increasingly significant factor in the outsourcing decision, although with 
the focus being more on long term cost avoidance than short term savings.  
 
With regard to Service Quality (a new set of questions for 2010): 
 

 Over 80% of respondents said that the service they received in the last twelve months was 
as good as or better than in previous years. 

 Over 65% reported the service received from their provider was as good as or better than 
the service had been when delivered in-house. 
 

With regard to oversight - a significant percentage of organisations that had outsourced had 
subsequently either increased the size of their oversight team or changed the approach to 
monitoring performance of their outsourcing partner. 
 
Current market pressures were keeping outsourcing firmly on the agenda for investment managers 
with a significant percentage of managers reviewing their current outsourcing arrangements. 
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Survey Dimensions  
 
The size of the survey population is comparable to previous years. Although a slightly smaller 

number of organisations took part ς 36 (down from 39 in 2009), the number of organisations in the 

survey population that had outsourced increased slightly.  

 
The slides below give a more detail breakdown of the survey population by business profile, 

geography and job function. 

 

Business Profile 

 
Region 
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Job Function 

 
 
In summary, the survey population has a strong UK bias with respondents generally holding a senior 

position in a global provider. 

 

Background Details  
 
This section gives details of the respondents outsourcing background. We asked how long 

respondents had had outsourced arrangements in place. The results were split roughly sixty / forty 

with the majority having been outsourced for over three years. This illustrates the point that 

outsourcing is an established trend and some relationships have been in place now for many years. 

 

Outsourcing Experience 
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We then asked about the duration of the current agreement. As in previous surveys there was a 

wide rangeΦ Lǘ ƛǎ ŎƭŜŀǊ ǿƘŜƴ ƛǘ ŎƻƳŜǎ ǘƻ ƻǳǘǎƻǳǊŎƛƴƎ ŎƻƴǘǊŀŎǘǎ ǘƘŜǊŜ ƛǎ ƴƻ άƻƴŜ ǎƛȊŜ Ŧƛǘǎ ŀƭƭέΦ 

 

Contract Term 

 
 

Our next question looked at the type of arrangements respondents had in place. Twenty percent of 

ǊŜǎǇƻƴŘŜƴǘǎ ŘƛŘ ƴƻǘ ŎǳǊǊŜƴǘƭȅ ƻǳǘǎƻǳǊŎŜ ό{ŜŜ ά¢ƘŜ !ƭǘŜǊƴŀǘƛǾŜ ±ƛŜǿέ ŦƻǊ ƳƻǊŜ ŘŜǘŀƛƭ ƻƴ ǘƘŜƛǊ 

position). Of the 80% that did, 57% regarded their outsourcing arrangements as significant.  

 
Outsourcing profile 
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Respondents were then asked to name their lead supplier. The results are shown below. It should be 

ƴƻǘŜŘ ǘƘŀǘ ŀ ƴǳƳōŜǊ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ŎƛǘŜŘ ǎŜǾŜǊŀƭ άƭŜŀŘ ǎǳǇǇƭƛŜǊǎέΦ IƻǿŜǾŜǊ ǘƘƛǎ Ƨǳǎǘ ǊŜƛƴŦƻǊŎŜǎ ǘƘŜ 

point that the survey results are cross-industry ς and not geared towards a specific service provider. 

(Caecis ŀƴŘ LC5{ ǿŜǊŜ ŎƛǘŜŘ ƻƴŎŜ ŜŀŎƘ ǳƴŘŜǊ άhǘƘŜǊέΦ IƻǿŜǾŜǊ ǊŜǎǇƻƴŘŜƴǘǎ ǿŜǊŜ ƴƻǘ ŎƻƳǇŜƭƭŜŘ ǘƻ 

provide further details) 

Main Outsourcing Partner  

 
Our next question was a new one ς as sought to establish whether most organisations had a single 

outsource relationship or several. The latter was prevalent and to an extent that surprised us. The 

graph below relates only to those organisations which had outsourced. 

Multiple Relationships 
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When questioned further, respondents gave the following rationale for having multiple 

relationships.  

Rationale 
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Market Views  
We then asked respondents to assess how strongly they agreed with a number of statements that 

we made about the market. The results are presented here in reverse order ς with the statement 

receiving the least support presented first.  

As in 2009 there was no consensus about the appetite in the market for lift outs and more people 

disagreed with the statement than agreed with it.  Similarly the assertion that the market for 

investment admin services had reached maturity garnered little support.  
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More support was received for the statement that power is shifting to the providers. However, the 

graph is very similar to the one fro 2009. Most people have a view, but the survey population is split 

roughly down the middle.

 

The next series of questions gained much higher levels of support. Firstly there was general 

agreement that market conditions were increasing the pressure to outsource. 
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Notwithstanding the above the statement that outsourcing deals were often entered into for sound 

strategic reasons received strong support. 

However the statement in this section that scored most highly was another question about cost; 

namely:

 

These last two questions always get strong support (prompting discussion as tot whether they are 

compatible).  However our respondents are able to support both statements ς although this year 

(unlike 2009) the cost question scored more highly than the strategic one. 
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Provider Perceptions  
All respondents were asked to express their views on a list of providers. It should be emphasized 

that respondents were in most cases giving their perceptions of the organisation in question, not 

commenting on their personal experience. As such the graphs in this section are more about public 

relations than actual performance. It should be noted also that number of respondents expressing a 

view varied considerably from organisation to organisation.  

 

Provider Awareness 
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Perceptions

 
The results were weighted and the sample size taken into account in order to ensure a level playing 

field. Northern Trust received the most positive feedback, with Brown Brothers Harriman, JPMorgan 

and HSBC closely following. 

We then asked a new question, designed to establish which companies were in the opinion of the 

ǊŜǎǇƻƴŘŜƴǘǎ άaƻǾƛƴƎ ŦƻǊǿŀǊŘΣ ǎǘŀƴŘƛƴƎ ǎǘƛƭƭ ƻǊ ŦŀƭƭƛƴƎ ōŀŎƪέ ς In short who had momentum. Again 

Northern Trust scored highly and there were strong showings from BNYMellon and RBC Dexia.   
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Momentum

 
We were mindful of the fact that both perceptions and momentum might be influenced by short 

term trends in the market. To redress the balance we also looked at the relative performance of 

companies this year and compared that to their relative performance back in 2006 when we carried 

out our first survey. This neatly splits the group into three ς those who have held their position, 

those who have enhanced their standing on those who have seen a relative decline.  

 

2006 ς 2010 
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The Outsourcing Decision  

Respondents were asked to rate the importance of eleven factors in the outsourcing decision. 

Responses were then weighted and ranked. When compared to previous years, future cost 

avoidance scored more highly, indeed scored higher than any other category. Reducing operational 

risk was again seen as being a significant factor and the support of new product development also 

ranked more highly than in previous years.  

 

Drivers for Outsourcing
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When it comes to selection influences, cost again scores more highly than in previous years. 

However the stand out change from previous years was the importance placed on executive 

commitment in the provider firm.  

Selection Influences  

 

Comparing year on year ς commitment, culture and cost are all ranked more highly. 
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Experiences of Outsourcing  
 
We now look at the questions related to experiences of outsourcing. First up we asked respondents 

to rate the eleven criteria they had considered as drivers but this time we asked them to assess the 

benefits that had been accrued. 

 

Benefits of Outsourcing 

 
 
The criteria that scored most highly last year (Core competencies & Operational Risk) dropped down 

the table while those relating to volumes and cost avoidance rose to the top. In other respects the 

ranking of benefits was very similar to the findings in 2009. 
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Drivers v Benefits 

 

 
The above slide (the most complex in the report) attempts to illustrate the expectation gap between 

drivers and benefits. We compared the scores from the graphs of both drivers and benefits and 

subtracted one from the other. The results are shown above; the longer the bar the greater the gap 

between the score for drivers (expectation) and the score for benefits (experience). 
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Provider Capabilities 

 

Lƴ ǘƘƛǎ ǉǳŜǎǘƛƻƴ ǿŜ ŀǎƪŜŘ ǊŜǎǇƻƴŘŜƴǘǎ ǘƻ ǊŀǘŜ ǘƘŜƛǊ ǎǳǇǇƭƛŜǊΩǎ ŎŀǇŀōƛƭƛǘƛŜǎ ǳƴŘŜǊ ŀ ǊŀƴƎŜ ƻŦ ƘŜŀŘƛƴƎǎΦ 

As in previous years knowledge of investment management scored most highly. The most noticeable 

change on previous years was with regard to quality of service ς where the scores increased 

significantly. 

Outsourcing by Function 

 

 




























