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N O RTH E R N L A B + N O RTH E R N TRU ST AS S ET S E RV I CI N G

A one-stop solution  
to simplify investment  
management
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UNDERSTANDING THE LANDSCAPE

Endowments, foundations and pension  
funds rely on incomplete, unstructured data 
to form a fragmented view of their investment 
portfolio. As a result, these organizations are 
in need of a one-stop solution to simplify a 
complex data landscape.
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FRAMING THE PROBLEM

OUR OBJECTIVE   Disrupt the traditional service  
model, targeting an underserved segment: an  
$18T market of endowments, foundations, pension 
funds, insurance companies and family offices.
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GAINING A BROAD PERSPECTIVE

OPE R ATION S I N V E STM E NT S

LE A D E R S

DOE R S
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14To understand how best to support 
each member of the investment office 
through a service solution, Northern 
Lab interviewed 42 investment office 
personnel across the full range of roles. 
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Researchers captured a unique value 
proposition for each individual and 
their organization with a mad-lib style 
value proposition stimulus and benefits 
adjective cards.

DEFINING A VALUE PROPOSITION
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Stimulus cards highlighted common 
investment office activities and 
outcomes, helping interviewees share 
and articulate pain points and preferred 
service outcomes.

IDENTIFYING KEY EXPERIENCE MOMENTS
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A series of service models and moments 
cards explored how investment office 
personnel might interact with the 
Northern Trust service team, digital 
experience and data.

TESTING CLIENT INTERACTION MODELS



Operations Bridge
Temporary Front Office Solutions team members who  
are able to rotate into your operations teams while you are 
conducting a search for permanent replacements.

New Message

To: acliudje

I just lost my 
OPS Manager. 

Can you help us 
during our 
search?

SEND

Operations Bridge

Daily Reconciliation Digest
Communication received daily that surfaces any unreconciled 
transactions, as well as the Front Office Solutions team 
member assigned to resolve the break.
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Recovery Moment
Proactive notifications when errors occur that provide an update  
of who is working on resolving the error, the steps being taken, and 
an estimated time until completion.
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FOS Roadmap
A transparent view into the roadmap of future releases, as well 
as an opportunity to provide feedback on our prioritization and 
recommend new and functionality. 

FOS ROADMAP

FOS features
eatures eatures eatures
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2018 2019 2020

Client Strategy

Feature Request

Chateau Roadmap
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Service concepts centered on  
speed, reliability and collaboration 
opportunities for the Northern Trust 
service team.

EXPLORING SERVICE CONCEPTS
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refined Value Prop about 
Tech PLUS Service

service enabled technology 
platform

REFINING THE VALUE PROPOSITION
F RO N T  O F F I C E  S O LU T I O N S

Following client interviews, Northern Lab 
put together a refined value proposition—
focused on the intersection between the 
investment office, Northern Trust, data 
and digital—to align and drive our design 
moving forward.

FOS
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BUILDING ALIGNMENT

To build a shared understanding and 
help align stakeholders, an easy-to-share 
microsite was created to articulate the 
value of the offering, highlight client 
needs and feature key elements of the 
experience.

FOS

FOS
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DEFINING QUALIFICATIONS + RESPONSIBILITIES

Front Office Solutions is an internal 
Northern Trust startup dedicated to 
raising the bar for service, data and 
digital design in financial services. We 
aim to disrupt the traditional custodial/
administratorservice model through 
the creation of a platform that com-
bines an integrated view of large 
multi-asset class portfolios with excep-
tional service experiences. otto team 
members must be comfortable with 
ambiguity and fluidity, as we continue 
to build an offer fit to client’s  
evolving needs.
 
By nature, the Tech Analyst is an  
architect, creating structures that fit 
the messiest of data sets. The Tech 
Analyst understands how complex  
systems fit together and takes pride in 
her ability to find creative solutions to 
seemingly intractable data integration 
problems. The Tech Analyst relishes 
the opportunity to establish a first-of-
its-kind, robust technical solution. 

About Us

Front Office Solutions
Tech Analyst

Major Duties:  As a Tech Analyst, you will dive into a wide range of tasks and 
teams with curiosity and passion, and:

Own data integration in FOS, vigilantly tracking the daily integration of  
multiple data sets from a range of sources 

Collaborate closely with Northern Trust technology to design and build  
models for the ongoing integration of client assets held in custody

Leverages a passion for order and structure in the migration and manipulation 
of disparate data sets sourced from third-party data providers.

Develop standardized methods for incorporating large sets of historical  
data received from clients in various formats 

Monitor client use of FOS, regularly reviewing levels of data completeness and 
escalating concerns, issues and opportunities to client service teams

Work with client service teams to troubleshoot client issues with platform  
access and granting new user entitlements

Configure and oversee platform classification schemes and editing  
entitlements through knowledge of investment strategies, asset types  
and client workflows. 

Define and execute resiliency plans for disaster scenarios—based  
on a long-term, strategic viewpoint—for FOS downtime and the protection  
of client data.

Knowledge/Skills/Specialities: The ideal Tech Analyst can:

Influence and motivate teams that are not direct reports

Act as an inclusive decision maker who actively seeks outside perspectives 

Demonstrate excellent and frequent communication skills, while maintaining 
extreme discretion on the nature of privileged client relationships 

Take an extremely detail-oriented approach to work—and show appreciation  
for others’ attention to detail 

Effectively problem solve through open, direct communication

Requirements: The Tech Analyst must have:

A bachelor’s degree in computer science, engineering or mathematics 

Advanced skills in Excel or other reporting/analysis toolkits,  
such as VBA, SQL, R, Macros or Pivot Tables

2+ years experience in a data gathering and/or integration role

Knowledge and experience in financial services, securities modeling,  
post-trade processing and back office systems

Northern Lab designed a service team 
model with unique roles. Job descriptions 
included detailed information on each 
service team member’s responsibilities 
and needed background, as well as an 
external-facing description of Front Office 
Solutions’ offer and mission.

Front Office Solutions is an internal 
Northern Trust startup dedicated to 
raising the bar for service, data and 
digital design in financial services. We 
aim to disrupt the traditional custodial/
administratorservice model through 
the creation of a platform that com-
bines an integrated view of large 
multi-asset class portfolios with excep-
tional service experiences. otto team 
members must be comfortable with 
ambiguity and fluidity, as we continue 
to build an offer fit to client’s  
evolving needs.
 
As a member of the FOS analyst rota-
tional program, the Operations Analyst 
is excited to learn the fundamentals 
necessary to provide best-in-class 
investment data for front office teams 
at the world’s largest and most  
complex portfolios. The Operations 
Analyst desires to grow within  
investment operations and knows that 
working on an internal startup like  
FOS is a rare opportunity to get in on 
the ground floor. 

About Us

Front Office Solutions
Operations Analyst

Major Duties:  As an Operations Analyst, you will dive into a wide range of tasks 
and teams with curiosity and passion, and:

Serve as a rotational analyst in a three-year program dedicated to the  
development of multiple disciplines within FOS operations teams (e.g. trade 
support, accounting/performance, data integration, etc.)

Demonstrate an understanding of accounting concepts and critical thinking 
beyond system and process constraints in order to ensure complex transactions 
across all asset classes are executed and recorded properly

Leverage an awareness of investment strategies and asset types to  
oversee new security setup supporting client tracking of capital calls, distribu-
tions, subscriptions and redemptions 

Apply rigor to complex problems to find innovative solutions

Investigate and reconcile client positions, transactions and valuations on  
a daily basis

Understand that every number can impact the client relationship as you  
update new valuations on a weekly and monthly basis

Act as a filter and organizer of client and manager communications to  
effectively archive all critical source documentation that support platform  
drill-through capabilities 

Review new manager documentation (e.g. newsletters, pitchbooks, SEC filings, 
etc.) in order to surface recommendations to enrich client portfolio data 

Escalate concerns and issues confidently and seek out different points  
of view when working to resolve client inquiries with multiple Northern Trust 
operations teams 

Collaborate effectively with multiple teams in order to manage the execution  
of account opening procedures 

Knowledge/Skills/Specialities:The ideal Operations Analyst can:

Influence and motivate teams that are not direct reports

Act as an inclusive decision maker who actively seeks outside perspectives 

Demonstrate excellent and frequent communication skills, while maintaining 
extreme discretion on the nature of privileged client relationships 

Take an extremely detail-oriented approach to work—and show appreciation  
for others’ attention to detail 

Effectively problem solve through open, direct communication

Requirements:The Operations Analyst must have:

A bachelor’s degree in accounting or finance

2+ years of experience fund accounting or in multiple post-trade  
processing functions
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MAPPING CLIENT JOURNEYS

Northern Lab mapped out the service 
model using client journeys for a set of 
common service scenarios. The maps 
included the client team and Northern 
Trust’s service team. 
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SUPPORTING DIFFERENT MODES

Any digital platform had to account for 
the different work styles and data needs 
of each investment office staff member—
from operations and investment analysts 
through the COO and CIO. Here, a 
customizable overview dashboard allows 
users to view a range of data, at varying 
levels of detail.
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To accommodate a flexible set of 
alternative investments, the digital 
platforms include the ability to name 
and classify assets according to each 
organization’s unique perspective. 

ADAPTING TO UNIQUE VIEWS
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BREAKING DOWN SILOS

The data reviewed by all investment 
office personnel are consolidated into 
one system, simplifying interaction 
between team members and unifying the 
investment office.
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MOVING FORWARD

Northern Lab equipped the Front Office Solutions team with a 
three-prong service model of people, data and digital.

DATA TECHNOLOGY

Customizable, 
integrated data that 
provides a real-time 

window into the  
investment portfolio

A flexible digital 
platform that serves as a 

bridge between  
the people and data at 
the heart of the Front 

Office Solutions model

PEOPLE

Dedicated service and 
technology experts  

who collaborate  
with investment  
office personnel
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