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SUSTAINABILITY 

Sustainability pillar #4: Building a robust operational model   

Sustainability pillars 1, 2 & 3 have focused on the importance of having a manageable number of clients, enterprise risk and 

delivering client satisfaction. This pillar focuses on building a robust operational model. 

We know that revenue is a critical factor in the sustainability of a business. However, we believe that a robust, repeatable and 

scalable process converts revenue into sustainable profits. So how do you build a robust operational model? One of the easiest, but 

often overlooked ways, is to have a clear documentation of your key processes. 

 

Although it may seem like an unrewarding task to map out your 

key processes, we believe doing this has the potential to 

provide an advisers business with operational benefits. Done 

properly, this exercise can provide tremendous benefits for 

growth. You may be surprised, but your clients will be the 

beneficiaries of the documentation of your processes. Your 

clients will begin to understand the additional service they are 

being delivered and will also begin to learn a level of 

consistency in their experience, making it easier to articulate 

the value of the relationship.  

As the client experience becomes a growing competitive 

differentiator, defining key processes is quickly becoming an 

increasingly strategic area of focus for top advice businesses.  

Additionally, an ‘operations manual’ that is implemented, 

followed and reviewed will provide better business efficiency. 

An operational manual can assist your team to know who does 

what, when and how, it can also help develop a team to be 

more self-sufficient, providing more time for you. As your 

business grows, adding team members will be easier with an 

established service process. Furthermore, an operational 

model builds consistency and therefore reduces errors. 

If you are considering options such as off-shoring, outsourcing 

or using technology more to provide greater efficiencies, 

documenting your key processes is essential to making these 

options successful and will maximise the quality that is 

delivered. In our work with advisers, we’ve identified six key 

areas where the adviser needs to exhibit a high degree of 

execution while avoiding errors. These milestones reflect the 

key gates through which many successful advisers achieve 

above average growth.  

Successfully managing the product inventory in your business 

is an important step toward building a sustainable practice. By 

conducting a product inventory audit, you’re taking a crucial  

For each of these milestones having a documented process of 

how you and your team engage with your clients and deliver 

your service, will help you create better business efficiency. 

Defining and documenting these milestones can be done in 

three easy steps.  

http://www.russell.com/us/institutional-investors/default.page?utm_source=PDF&utm_medium=direct


Russell Investments / Sustainability pillar#4 – Building a robust operational model  
 

 

 

 

 

 

 

STEP 1: DISCOVERY - Identify the processes within each 

milestone and define what you are trying to achieve for the 

client. Ask yourself questions like… “what are we currently 

doing?” “what could we do better?” 

STEP 2: DOCUMENT – Take the results from your discovery 

and turn them into a tangible document. Capture in writing the 

execution process for each milestone. This document will 

become the guide for you, your team and your business.  

STEP 3: OPTIMISATION – Review your key processes at 

least every 24 months. This ensures you adapt to any changes 

in your team, client base and the industry landscape.  

If you start with defining and documenting the key areas of 

your business, you can then start to look at  

your entire business. There may be other areas that you can 

define and document that will add to the efficiency of your 

business. 

The benefits of defining your key 

processes 

Tedious as it may seem, defining, documenting and continually 

optimising key processes has several benefits: 

1. Reduce the number of errors  

By identifying areas that are critical for seamless 

execution, the business is able to support those areas 

with methods of accountability. 

 

 

 

 

 

 

2. Establish role clarity 

By identifying the key processes that drive the 

business, you are in a position to align personnel with 

the processes. Gaps in the client experience are 

effectively closed while areas of potential personnel 

overlap are largely remedied. 

3. Reduce key personnel risk 

One of the byproducts of establishing role clarity, in 

particular is that key personnel risk is reduced in two 

ways. On the one hand, staff may be less likely to 

leave because they feel greater job satisfaction 

knowing their role and the corresponding definition of 

success. On the other hand, if a key person does 

decide to leave the business, the process 

documentation reflects that individual’s tacit knowledge 

– thereby decreasing the impact of a team member’s 

departure. Additionally, it means the business is less 

reliant on you knowing everything, giving you time and 

freedom to focus on the business, not in the business.  

4. Potential for enhanced business value  

Detailed, written documentation of the key processes 

that make a business successful has the potential to 

enhance the value of the business. As a business 

grows, it can create efficiency and capacity for more 

growth. In the event of a sale, the business will be 

more attractive to purchase a new owner could 

relatively easily continue to deliver on the business’s 

commitments and expectations of the clients.  
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The bottom line 

Defining and documenting your key processes may feel like an 

unrewarding, time-consuming assignment. However, creating 

an operations manual that documents your key processes, 

makes your business more efficient and may increase the 

value of your business.  

Russell Investments is a global leader in investment portfolios, 

managing money and retirement assets for some of the worlds’ 

largest brands. Our portfolios combine some of the best 

managers across different asset classes to help give your 

clients the best chance of reaching your long-term goals. 

Russell Investments has been recognised as the best Multi-

Asset Manager by Money magazine consistently for the past 5 

years.  

Russell Investments Wealth and Super Series is backed by 

one of the leading technology providers - Netwealth. Netwealth 

has been recognised as the best in their field, winning the 2018 

Investment Trends ‘Best Platform award’.  

We believe this series can provide you with the platform you 

need to alleviate administration pressures and give you back 

time and resources to focus on delivering the best possible 

solution to your clients. 

Important Information 

Issued by Russell Investment Management Ltd ABN 53 068 

338 974, AFS Licence 247185 (RIM). This document provides 

general information only and has not been prepared having 

regard to your objectives, financial situation or needs. Before 

making an investment decision, you need to consider whether 

this information is appropriate to your objectives, financial 

situation or needs. This information has been compiled from 

sources considered to be reliable, but is not guaranteed. This 

document is not intended to be a complete statement or 

summary. 

Copyright © 2018 Russell Investments. All rights reserved. 

This material is proprietary and may not be reproduced, 

transferred, or distributed in any form without prior written 

permission from Russell Investments.
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About Russell Investments 

Russell Investments is a global asset manager and one of 

only a few firms that offers actively managed multi-asset 

portfolios and services, which include advice, investments 

and implementation. Russell Investments stands with 

institutional investors, financial advisers and individuals 

working with their advisers—using our core capabilities that 

extend across capital market insights, manager research, 

asset allocation, portfolio implementation and factor 

exposures to help investors achieve their desired investment 

outcomes. 

 

For more information 

Please contact your Russell Investments’ representative:  

Sydney 02 9229 5111 

Melbourne 03 9270 8111 

Russellinvestments.com.au  

 

 


