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Knowledge Matters

SOLUTIONS FOR YOUR SUCCESS

Boston Financial helps clients tap into 35 years of industry expertise

By Jean Stearns

At Boston Financial
Data Services, we
believe in turning an
old adage on its head:
It’s not just who you
know—it’s what you
know. A study by the
Accenture Institute
for High Business
Performance found that in the past 25 years,
intangible or “knowledge assets” have replaced
tangible assets as the key value driver in the
economy. Similarly, McKinsey & Company’s
research has argued that knowledge assets, and
in particular the ability to efficiently create,
share, retain and transfer knowledge assets, is
the only sustainable competitive advantage

of the 21st century firm.

Boston Financial has built a reputation on
developing products and services that change
the way the industry does business. We have
been a leader in delivering first-to-market
solutions and providing products, tools and
services for building and supporting
distribution services.

What sets us apart, however, is our collective
experience, deep understanding of
interpersonal and inter-organizational
relationships and expertise on a wide range
of ideas, processes and technologies.

As Boston Financial marks its 35® anniversary,
we are embarking upon an exciting journey to
develop ways to use these knowledge assets
to help clients differentiate themselves in an
increasingly competitive market. We have
launched several initiatives to help fund
companies face the future armed with the
collective knowledge, management tools,
processes and experience gleaned from our
years in the mutual fund industry.

Call Centers. Customer service representatives
now have, at their desktops, a text-based
“knowledge database” to help them provide

immediate responses to shareholder
inquiries. The tool catalogs the
knowledge assets of our most senior
associates and conveniently provides
front-line workers timely answers for
the vast majority of service calls.

Client Services. In response to

the recent wave of regulatory and
compliance issues and the growing
complexity of asset-based products
and services, we have established topic-
specific user groups, Web casts about
industry issues and a client relationship
management program aimed at
providing strategic and industry
consulting services and analyses. The
goal of these initiatives is to develop
stronger knowledge-sharing across our
organization and with our clients.

Core Processes. We have reengineered
core processes to optimize service
performance and take advantage of a
more educated and flexible workforce
capable of responding immediately

to short-term swings in volume
throughput.

Globalization. We are building a
global servicing and organizational
capability that reflects our deep
knowledge of both the global and
local servicing needs of our clients
and their markets. One initiative is
a task force aimed at developing
common approaches in considering
our next generation of technologies.

By working to capture knowledge
assets—providing desktop
resources, tapping into seasoned
subject matter experts, centralizing
core processes and thinking
globally as well as locally—

Boston Financial is helping

our clients succeed in a
fast-changing market.





