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With each year, more and more investment management firms make the decision to outsource their 

core technology and some or all of their operations activity to a managed services provider.  

The trend has accelerated in the wake of the COVID-19 pandemic, as firms face legacy system 

constraints, operations staffing challenges, and the shift to remote and hybrid office/home work. 

What are the main drivers of the managed services decision? And how do proponents make the case 

and build consensus for it within their firms? Let’s eavesdrop on the email conversation at one 

hypothetical firm facing a confluence of challenges that make a compelling case for managed services.

From: Janice Oates 
To: Dan Wiley 
Subject: Outsourcing/Managed Services

Hi Dan,

Following up on our conversation earlier today, I think it is time to seriously consider 
outsourcing our core investment tech platforms (PMS, OMS and related) and at least some of 
our operations activity (reconciliation, data management). Here’s what led me to this 
conclusion:

•  With Cindy’s departure, we have lost yet another key person who really knew our processes 
and systems. Good operations people are getting harder to find, and even harder to train. 
Before we go to the expense of hiring and bringing someone new up to speed, we should 
look into the managed services option.

•  We adjusted faster than expected to working remotely (yea team!) but it’s obvious that 
reliable and secure access to our systems is the key to making it work. The VPN set-up has 
been extremely problematic. It would be far easier if everything was in the cloud, especially 
if we are considering a hybrid office/WFH model.

•  In all likelihood, we are looking at a significant platform upgrade in six months to a year. It 
will be expensive and disruptive, but if we try to push it out, I worry we will keep falling 
behind. We don’t want to go through another server crash. (By the way, the IT consultant 
just raised his fees and he’s taking longer to return my calls—he’s been crazy busy 
throughout the pandemic.)

I’ve started doing some research on providers. Since I am closest to it, I am happy to take the 
lead on pulling an RFP together. Let me know if you want to discuss further.

Thanks,

Janice Oates 
Director, Operations, Lewis & Wiley Capital LLC

IMPORTANT CONSIDERATIONS

Key person risk is a challenge 

investment managers will 

continue to face, especially as the 

industry grapples with the lasting 

effects of COVID-19 on hiring. 

Utilizing a trusted managed 

services vendor is a great way to 

reduce the burden of using 

precious resources to meet 

repetitive tasks while deepening 

your bench.

Outsourcing key pieces of your IT 

infrastructure helps investment 

managers focus on what they do 

best. Fostering a long-term 

partnership ensures you have 

proactive people and resources at 

your disposal to meet daily and 

longer-term challenges.
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From: Dan Wiley 
To: Janice Oates 
Cc: Bradley Sutton, Tracey Lewis, Rajiv Gupta 
Subject: Re: Outsourcing/Managed Service

Thanks for this Janice. You make some great points. (Have you been 
reading my mind?) I’m looping in Brad, Tracey and Rajiv for their 
perspectives.

Let’s just be clear that whatever we decide has to be in the best 
interests of our clients.

Thoughts, guys?

Daniel Wiley 
President & CEO, Lewis & Wiley Capital LLC

From: Rajiv Gupta 
To: Dan Wiley 
Cc: Janice Oates, Bradley Sutton, Tracey Lewis 
Subject: Re: Outsourcing/Managed Service

Hello all –

I know I have been the skeptic in the past, but after the pandemic experience, I am starting to 
warm to this idea. From a compliance perspective, the main things I am concerned about are 
that we aren’t giving up too much control, and of course security. If we ever get examined, 
we have to show that we have strong risk controls in place and the provider has plans to 
mitigate a cyber attack—and audits to prove it. 

I also worry about business continuity. That is a weakness at the moment. Perhaps moving 
the most critical work offsite is the solution. But again, it comes down to having a strong 
provider.

Rajiv Gupta 
Vice President, Chief Compliance Officer, Lewis & Wiley Capital LLC

IMPORTANT CONSIDERATIONS

Firms choose to outsource their core technology to 

experts to reduce their IT footprint and system 

maintenance issues. They want to get out of the 

technology business so they can focus on investing.  

The managed services model further enables them to 

gain scale more easily and quickly to accommodate asset 

growth, and to easily expand into new products or 

markets. And with firms moving to hybrid workplace 

models, it allows staff to work from anywhere.

Delegating certain routine operational activities frees 

people up for more productive, revenue-generating 

activity.

IMPORTANT CONSIDERATIONS

Your data is your data. While 

investment managers are always 

responsible for how data is cared 

for, a good managed services 

partner makes your data easily 

accessible, secured by audited 

data centers and processes.

The COVID-19 pandemic was a 

wake-up call to the industry to 

ensure firms have a sound disaster 

recovery plan in place. 

Outsourcing vendors should have 

a robust DR protocol with an easy 

way to access data and critical 

workflows.
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From: Janice Oates 
To: Rajiv Gupta 
Cc: Dan Wiley, Tracey Lewis, Bradley Sutton 
Subject: Re: Outsourcing/Managed Service

Wholeheartedly agree, Rajiv. The old model of handing everything 
over to someone and being at their mercy is really a thing of the 
past. In a managed services model, we retain as much control as 
we want or need, and have total transparency into our workflows 
and data. We might want to delegate some workflows and keep 
others in-house. We definitely need someone with the flexibility to 
adapt to our way of working (not vice versa). We need a true 
partner and an extension of our team.

As for controls, in the RFP we’ll be looking for third-party audits, 
attestations, testing, SOC reports etc. Cyber is THE hot button right 
now, and the industry has come a long way. If we have the right 
provider, our data is probably safer in their data center than our 
server closet. And you are right on about BCP.

Janice

From: Tracey Lewis 
To: Dan Wiley 
Cc: Janice Oates, Rajiv Gupta, Bradley Sutton 
Subject: Re: Outsourcing/Managed Service

I am pretty confident the investment team will be on board. We’re running twice as many 
portfolios as we were just three years ago with the same number of people. We have clients 
that want to get into alts and more complex strategies. We need to be able to compete for 
that business, but we can’t just flip a switch and make it happen. Janice and I have talked 
about lack of scale—sounds like our systems are stretched to the max. If outsourcing can 
solve that problem, I’m all for it.

That’s my 2¢.

Tracey Lewis 
Managing Partner, Chief Investment Officer, Lewis & Wiley Capital LLC

IMPORTANT CONSIDERATIONS

An all-or-nothing outsourcing model does not work for 

most firms. A firm that wants to outsource should use a 

vendor that offers a co-sourcing model, so that the firm 

only delegates the workflows with which it feels 

comfortable. The vendor can always take more (or less) 

responsibility later.

Experienced vendors should be able to show you how 

your work will be done and how your data is maintained. 

Always be sure to ask for references and understand 

what the steady state of the relationship might be like.

IMPORTANT CONSIDERATIONS

When the tedious work goes 

away, investment managers can 

focus on what they do best—

investing money. Timing is 

everything, and if operational 

workflows are holding your team 

back from taking on a new 

strategy or client, AUM can suffer.
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From: Bradley Sutton 
To: Dan Wiley 
Cc: Janice Oates, Tracey Lewis, Rajiv Gupta 
Subject: Re: Outsourcing/Managed Service

I’d want to run the numbers, i.e paying for a service vs. what we’d 
have to spend to upgrade internally. On the face of it, though, I’d 
rather see us putting money into people and resources that are 
going to generate revenue and drive growth. The back office has 
become something of a sinkhole financially—that’s not a knock on 
Janice or her team and their excellent work! 

Bradley Sutton 
Vice President, Chief Financial Officer, Lewis & Wiley Capital LLC

From: Dan Wiley 
To: Janice Oates, Tracey Lewis, Rajiv Gupta, Bradley Sutton 
Subject: Re: Outsourcing/Managed Service

Thanks everyone for your input. To Brad’s point, I’d want to see the 
numbers, too, but I see this as more of a long-term, strategic decision.

Here’s where I’m coming from: we could spend a lot of money in 
the next year to upgrade the infrastructure to where it needs to be, 
then three years from now, we find ourselves right back in the same 
place. We’ve seen this movie before. 

I believe the buzzword of the moment is “future-proof”—that’s 
what we need to do—future-proof the business, gain scale and 
flexibility, all those things.

So if we agree in principle, then it’s matter of finding the best 
partner out there. Janice, please take the lead.

Dan

From: Janice Oates 
To: Bradley Sutton 
Cc: Dan Wiley, Tracey Lewis, Rajiv Gupta 
Subject: Re: Outsourcing/Managed Service

LOL no offense taken, Brad! It’s the nature of the beast, and we’re doing the best with what we have. I can think of a dozen things I’d rather have 
my people doing than reconciling accounts and running reports. 

Janice

IMPORTANT CONSIDERATIONS

With cyberthreats on the rise, a managed services 

provider must be able to demonstrate that it has strong 

risk controls and security measures in place, validated 

by independent audits and attestations. The provider 

must also have its own business continuity plan, in 

addition to being able to support yours.

Other must-haves to look for include 24/7, global service 

and support, superior operational expertise, and the 

flexibility to handle unique requirements. You should also 

expect regular technology upgrades included in the 

service.

IMPORTANT CONSIDERATIONS

The decision to outsource should not be taken lightly. 

Building consensus is important, even from those not 

directly working with the outsourcing vendor, as the 

day-to-day work for many will likely change—presumably 

for the better. 

Managed service providers should have a team that can 

expand and contract with your business as needed. 

Moreover,  a well-known  vendor can also give you a 

competitive advantage in attracting new investors.
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From: Dan Wiley 
To: All firm 
Subject: Managed Services

Team –

I wanted to let everyone know we have made a decision to engage a managed services 
provider to host and maintain our investment management platform, specifically the 
portfolio management, accounting and reporting, trade order management, portfolio 
modeling and rebalancing, trading compliance, and revenue management systems.

In addition, we are going to outsource some back-office functions, including reconciliation, 
client and compliance reporting, and performance. 

There are many reasons for this decision, but the main ones are these:

•  Tech moves fast and we struggle to keep up. We don’t want to keep pouring money into 
systems that will be out of date in a few years.

•  In a similar vein, it is an inefficient use of staff time and resources to maintain and troubleshoot 
systems. Better to have outside experts do that so we can focus on our core business.

•  Like most firms, we’ve seen some turnover in operations and a shrinking of experienced 
talent available. Outsourcing should bring us more bandwidth, stability and expertise.

•  This is the solution for business continuity that we have been seeking. It will also reduce our 
operational risk and strengthen our compliance posture.

•  Based on our experience in the pandemic, we want to move to a more flexible workplace 
model. This will enable us to work securely and productively from anywhere.

•  We will be able to serve clients more effectively and show them that we are truly a state-of-
the-art operation.

I am pleased to say that this will not affect anyone’s job. In fact, it will free up the operations team 
to focus on overseeing the work of our managed services partner, resolving exceptions and 
discrepancies, and servicing the investment and client service teams. I am expecting that with 
the added capacity, we can spend more time on growing clients and cultivating prospects.

Finally, please join me in congratulating Janice on her new title: Vice President, Chief 
Operations Officer. 

Thanks everyone for your great work and your valuable contribution to our business. These 
steps we are taking will put us in a position to grow even more in the years ahead.

Dan

Daniel Wiley 
President & Chief Executive Officer, Lewis & Wiley Capital LLC

IMPORTANT CONSIDERATIONS

Opportunities abound when an 

investment manager can truly 

focus on its core business.  

Costs and daily work become 

more predictable, and firms have 

a better chance to grow their 

business. 

Outsourcing does not mean 

someone loses a job. Often 

responsibilities can be expanded 

to higher value work and new 

career opportunities.
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About SS&C Advent

SS&C Advent, a business unit of SS&C, is 
helping over 4,300 investment firms in more 
than 50 countries—from established global 
institutions to small start-up practices—to 
grow their business and thrive. Delivering 
unparalleled precision and ahead-of-the-
curve solutions for more than 30 years, we 
help our clients minimize risk, work together 
seamlessly, and shape the future of 
investment management.


