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KPMG Managed Solutions combines 

experienced financial services practitioners, 

best in class technology, and process 

excellence to deliver innovative and cost 

effective solutions for our clients' 

challenges.
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KPMG Managed Solutions provides tailored support to 
clients with both one off and ongoing business needs.

Our approach combines expert personnel, refined 
processes, and advanced technology, all customised to 
meet clients' specific requirements in a cost-effective 
manner. We employ a proven delivery methodology to 
ensure swift and controlled mobilisation.

Our seasoned operational management team, boasting 
over 25 years of experience, oversees the delivery 
process. 

Our comprehensive offering includes resource 
augmentation, project leadership, subject matter 
expertise, and workflow tooling, designed to effectively 
support our clients at every stage of their operations.

What is Managed Solutions?

Managed 
Solutions
Flexible solutions that meet your needs

We provide a variety of resourcing models to meet the 
individuals needs of our clients including:

Our Resourcing and delivery model

Staff Augmentation
• Our team can shore up specific 

resourcing requirements your business may have.

• Our team leverages your way of working and
the business function typically remains under 
client management.

• We offer management, SME and BAU 
team resourcing.

Managed Solution
• Our service is typically bespoke and 

tailored to your needs but managed by 
KPMG from end-to-end to drive positive 
outcomes.

• We provide experienced resources with proven 
processes and technologies to deliver client 
projects.

• Strategic design and optimisation of business 
services for enhanced performance and efficiency.

• Ongoing enhancement and cost optimisation to 
drive continual improvement and maximise value.

• End-to-end delivery of day-to-day operational 
services to ensure seamless business operations.

• Harnessing our skilled workforce, streamlined 
processes, and advanced technologies for superior 
service delivery.

Managed Service  



Customer Management Services

In today's fast-paced business environment, companies 
face increasing pressure to respond swiftly, resolve issues 
promptly, and foster trust while treating customers fairly. 
KPMG Managed Solutions assists organisations by assuming 
responsibility for and enhancing their processes, whether 
as a short-term or long-term outsourced operation."
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We believe the powerful 
combination of the right  
tools, technology and 
expertise can play an 
integral part in achieving 
operational excellence.”

Know 
Your 
Customer

We work with clients across a full 
service delivery offering including:

• Customer Due Diligence;

• Enhanced Due Diligence;

• Lifecycle Management 
of Customers; and

• Sanctions review.

To support clients we can also provide 
KPMG Regulatory SME’s 
to review the adequacy of existing 
practices  and advise on the 
impact of emerging regulation 
on existing practices.

Complaints 
Handling

Our team of case managers can 
address all stages of a complaint 
process including:

• Initial triage and planning;

• Complaint investigation;

• Complaint resolution; and

• Complaint activity tracking, 
MI and analysis (e.g. trends 
and / performance).

Claims 
Handling

Our experienced claims 
managers can provide:

• Call/client engagement 
supported by call scripts;

• Assessment and escalation 
of claims as required;

• Recording and processing 
of claims on client systems 
(or KPMG cloud system); and

• Claim handling activity 
tracking, MI and analysis 
(e.g. trends / performance).

Contact 
Centre 
Support

Our team can provide multi channel 
support, for BAU / Surge 
requirements. This includes:

• Call agents to resource existing 
or expanding structures;

• Team leads to take call escalations /  
monitor and 
drive team performance;

• Call centre management 
to oversee call centre 
operations; and

• Set-up & Design (e.g. script drafting; 
tech solutions; training).

DSAR 
Managed 
Service

Our team supports clients 
on all stages of the DSAR 
process including:

• Request validation;

• Data Gathering –
from client systems;

• Data Cleansing - review and 
apply legislative requirements;

• Four Eye check;

• Redaction checking; and

• Fulfilment, print and post.

Brian 
Campbell
Director
KPMG Ireland

Emer O’Brien
Head of Managed
Services  
KPMG in Ireland



Portfolio Management

Our approach means the substantial administrative 
burden is removed from your organisation while your 
service needs are consistently addressed every time.”
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Middle Office Support
Our team of experienced financial service 
professionals can support 
you across a number of key 
administrative steps including:

• Query management;

• Account set-up;

• Collateral management;

• Loan fulfilment support;

• Property Valuation program 
management & delivery 
(internal/ external); and

• Extracting and capturing of 
Borrowers financial information 
in bank tools.

Credit Assist
We have a team of experienced 
former bankers who can assist with the credit 
management and documentation of loan facilities. Our 
service offering includes:

• Credit reporting and/or support 
(new loan applications/ annual/ 
interim review preparation);

• Covenant review / management;

• Underwriting support; and 

• Loan fulfilment.

Loan Portfolio Enablement
Our team has enabled >€4bn of loan 
portfolios for sale. We are experienced in all 
aspects of loan enablement including:

• Data review and remediation;

• Data tape preparation;

• Material change tracker preparation;

• Document collation & cataloguing;

• VDR preparation and management;

• Data / Document verification processes; and

• Bidder management. 

Loan Portfolio On Boarding
Our team can provide “on boarding” as a 
managed service overseeing all aspects 
of the process including:

• Plan design and manage delivery, 

• Customer, loan and security set up;

• Credit assessment of Borrower including credit paper 
preparation, completion of internal gradings;

• Assessing AML compliance of the loans prior 
to migrating; and

• Client contact management (inbound and outbound).

Data Workflow Management
We have a data analytics teams, who 
have significant experience in:

• Data Management & Analysis;

• Data Visualisation;

• Data led workflow 
management; and

• Application of advanced 
excel – alongside Power BI, 
VBA and SQL experts.

Eugene 
McCarthy
Director
KPMG Ireland



Credentials 
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Sanctions Review
Provided a team who 
participated in a 
Sanctions backlog 
review, designing and 
mobilising a new user 
friendly process for the 
client. 

01
CDD and EDD
Provided a team who 
were responsible for 
onboarding and 
reviewing client 
documentation as part of 
a commercial loan 
acquisition from one 
leading Irish bank to 
another.

02
AML/KYC
Provided project support 
to the 2LOD of the 
Financial Crime 
Compliance team. 
Conducting policy 
reviews, risk assessments 
and drafting new/revised 
AML/CFT compliance 
documentations 
(Standards, policies and 
procedures)   

03

Complaints 
Handling
Provided a team which 
designed and built a 
complaints handling 
process for a loan on 
boarding. Our team also 
subsequently 
operationalised and ran 
the complaints team.

04
Staff Augmentation 
- Complaints
Provided a team of 
complaint handlers as 
part of a tracker 
mortgage remediation. 
Our team augmented the 
banks incumbent team to 
address a surge in 
demand. 

05
Customer Contact
Team has provided multi 
channel support to banks 
as part of a major event. 
Team oversaw all 
outbound and inbound 
communication.. 

06

KPMG provides a wide range of managed services and solutions , 
ensuring flexibility and expert resourcing support to  our clients 
when they need it most”
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Eugene 
McCarthy
Director
KPMG Ireland

Grant Processing
Our team provided a 
team to a Public Body to 
facilitate the review, 
evaluation of grant 
applications. Our team 
also built the 
management 
information  and 
reporting packs which 
supporting the process. 

07 08

Brian Campbell
Director
KPMG Ireland

Data Management
Our team worked with a 
public body who’s data 
was held in a number of 
repositories to streamline 
data and MI production 
by designing a process to 
reconcile and collate data 
meaningfully for 
Management. 

09

Our team has enabled multiple 
loan portfolios over a six year 
period, including: 

 Commercial

 Residential and, 

 Unsecured lending 
Our team performed all aspects 
of the enablement and bidder 
management. Additionally we 
provided the technology to 
manage the process end to end 
including financial, commercial 
and legal workstream.

 Process & Procedures 
 Quality Assurance 
 Controls and Risk Mgmt.
Our team led this process over a 
12 month period. 
Processes included: 
 Customer outreach 
 Credit assessment
 Documentation fulfilment
 Customer on-boarding
 Facility and security review 

and set up
 Legal project management
 Data quality management
 Complaints 

10
Portfolio Migration
Our team provided a full 
managed service to onboard a 
€4bn commercial loan portfolio 
for Irelands largest Bank. 
Working alongside the Client, 
we provided: 

 Resources 
 Technology
 Project Management 
 Solution design 

Loan Enablement
Provided a team which project 
managed the enablement of 
multiple mortgage & 
unsecured personal loan 
portfolios. Our team  oversaw 
all aspects of the enablement 
and bidder management as 
well as the vendors internal 
governance process which 
support the sale.
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Managed Solutions - Financial Services
Key Contacts 
For more information on how we can help you please contact:

Emer O’Brien
Partner, 
KPMG Ireland

t: +353 87 744 2135
e: emer.obrien@kpmg.ie

Brian Campbell
Director, 
KPMG Ireland

t: +353 87 050 4216
e: brian.campbell@kpmg.ie

Eugene McCarthy
Director, 
KPMG Ireland

t: +353 87 050 4322
e: eugene.mccarthy@kpmg.ie
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