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INDUSTRY INSIGHTS

RSM’s Industry Insights provide an in-depth view into the trends that are impacting Specialty Finance industry. 
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Recent publications:

• How Specialty Finance companies can 

improve their customer experience

• Auto Finance: The importance of being 

service-oriented

• Specialty finance turbo-charged by FinTech

The Real Economy: Industry Outlook provides 

insights developed by our RSM US LLP senior 

industry analysts, a select group dedicated to 

studying economic and industry data, market trends 

and emerging issues facing our clients’ industries.
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TODAY’S SPEAKERS
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Raleigh, North Carolina

morris.marshburn@rsmus.com

+1 919 645 6858

Morris Marshburn (moderator)

National Specialty Finance Leader, 

RSM

Chicago, Illinois

joe.kaczmarek@rsmus.com

+1 312 634 4615

Joe Kaczmarek

Partner, National Fintech Leader, RSM

Chicago, Illinois

shannel.clubb@rsmus.com

+1 312 634 3182

Shannel Clubb

Principal, National Insurance Lead, RSM

Chicago, Illinois

alex.west@rsmus.com

+1 312 634 3130

Alex West

Manager, Management Consulting, RSM
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RSM BOARD SURVEY ON DIGITAL TRANSFORMATION
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Digitization will be critical to success in 2021 and beyond, so we asked 188 public company Directors to give us an 

overview of the opportunities and challenges they’re discussing in the boardroom.

Technologies directors deem most important to their organization’s success

1
Data

analytics

2
Artificial  

intelligence

3
Machine  
learning

4
Robotics &  
automation

Directors list talent as the main barrier to their 

company’s digital transformation

Board members who say 

their organization is 

lagging digital leaders in 

their progress

60%

Boards that have been increasingly 

integrating digital transformation 

into their strategic discussions

over the past two years

83%

Top 3 risks associated with operationalizing 
digital transformation

1
Cybersecurity &

data privacy

2
Lack of talent

to execute

3
Speed of 
change:

new disruptions/
obsolescence of  

technology

Directors who say “Improving  

customer experience” is the

primary business objective for 

pursuing digital technologies

84%
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AT A GLANCE: CUSTOMER FOCUSED STRATEGY BENEFITS

6 JD Power U.S. Shopping Study

St. John’s University Research 2017 – 2018

Customer satisfaction is not the only benefit organizations attain when they build a customer focused strategy and 

business.

Customer focused 

companies are

• Companies that deliver the best 

customer experience also deliver 

the greatest financial 

performance

• Customer acquisition costs are 

lower for companies with high 

satisfaction

Customers who experience 

poor service are 

8 times 
more likely to shop

86 percent
of buyers will pay more for 

great customer experience

rewarded:
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CUSTOMER EXPERIENCE FRAMEWORK
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RSM’s fact-based approach accelerates customer-centric strategy planning and execution. Together we will Discover, 

Design and Develop experiences to transform your organization, converging traditional models, creating innovative and 

personalized products, services and experiences.

DISCOVER the future DESIGN your vision DEVELOP a roadmap

Initial discovery of potential 

opportunities through stakeholder 

feedback, industry insight and Art of 

the Possible workshop collaboration

Creation of the customer journey 

map, defining the customer 

experience will indicate areas of 

impact, high-level initiative 

summaries will provide a basis for 

prioritization of key initiatives

Prioritized initiatives serve as the 

foundation to build a future state 

customer experience roadmap, 

work plan, and operating model
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DISCOVER the future
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Initial discovery of potential opportunities through stakeholder feedback, industry insight and workshop collaboration.

DISCOVER the future

Activities

• Identify key stakeholders

• Prepare and issue document request list to understand 

opportunities and vision

• Review digital strategy and refine analysis

• Hold project kick-off

• Conduct individual interviews with stakeholders and 

summarize common themes and pain points 

• Define guiding principles and identify Moments of Truth

• Determine opportunities for competitive differentiation 

based on workshop, research, industry experience, and 

existing client strategies

• Prepare for the Art of the Possible workshop to develop the 

future state customer experience and accelerate 

development

Work products & deliverables

• Interview schedule

• Interview summaries

• Guiding Principles and Moments of Truth (MoTs)

• Art of the Possible workshop output summary

Art of the Possible 

workshop output summary
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DESIGN your vision

DESIGN your vision
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Creation of the customer journey map, defining the customer experience will indicate areas of impact, high-level initiative 

summaries will provide a basis for prioritization of key initiatives.

Activities

• Build a customer journey map that outlines the desired To-

Be customer journey-based output from the Art of the 

Possible workshop, interviews and the client's digital 

strategy

• Socialize customer journey map and discuss priority 

Moments of Truth

• Identify projects from the customer journey map and the 

desired future state vision

• Develop high-level initiative summaries to assist with 

prioritization efforts

Work products & deliverables

• High-Gloss Customer Journey map & personas

• Catalog of identified initiatives recommended to 

execute on Fortegra future state vision

• High-level priority project summaries

Catalog of Initiatives

High-Gloss Customer 

Journey Map

Customer Personas
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ILLUSTRATIVE HIGH-GLOSS CUSTOMER JOURNEY MAP
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DEVELOP a roadmap

DEVELOP a roadmap
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Prioritized initiatives serve as the foundation to build a future state customer experience roadmap, work plan, and 

operating model.

Activities

• Determine required digital capabilities using prioritization 

methodology based on level of effort, investment and 

impact

• Hold prioritization workshop to review potential projects

• Identify impactful “Quick Wins”, resulting in near term 

successes of the customer experience digital 

transformational journey

• Create and socialize multi-year roadmap with effort / 

resource estimates

• Iterate roadmap based upon stakeholder feedback

• Develop of customer experience work plan to execute on 

the customer experience strategy and replicate for 

additional partners

• Knowledge transfer

Work products & deliverables

• Prioritized matrix of initiatives

• Executable roadmap with timelines and key 

milestones

• Phase 2 Customer Experience work-plan

• Knowledge transfer documentation

Execution Roadmap of Prioritized 

Recommendations

Prioritized Matrix of Initiatives
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OUR CUSTOMER EXPERIENCE TEAM

• For more than 40 years, RSM has focused on the specialty finance industry as a primary target area 

for our national and international practice. Our industry practice includes audit, tax, and consulting 

professionals who serve more than 2,200 specialty finance clients and spend over 470,000 hours 

annually servicing the industry.

• We are the leading firm to the specialty finance industry and the fifth largest professional services 

firm in the United States; globally we are in 116 countries.

• RSM is the preferred provider for most private equity groups and lenders which service the specialty 

finance industry. 

• RSM is actively involved in the specialty finance industry, on both a national and local level, 

advocating on behalf of our clients with governmental and regulatory bodies. We hold professional 

appointments on numerous association boards, serve as subject matter experts on panels, and 

speak at industry conferences. 

• We continually invest in keeping abreast of emerging issues and will proactively discuss industry 

emerging trends and risks that may impact your organization.  For over 25 years, we have 

conducted the annual Specialty Finance Financial Performance Survey where results (for growth, 

funding, leverage, profitability, income and expenses) are presented at the American Financial 

Services Association (AFSA) Independents Conference for members and other independently 

owned finance companies.

Our Specialty Finance team has extensive knowledge of the industry and helps our clients make their dream for 

the future a reality.

Shannel Clubb
Principal, National Insurance Lead

Chicago, Illinois

Shannel.Clubb@rsmus.com

+1 312 634 3182

Alex West
Manager, Management Consulting

Chicago, Illinois

Alex.West@rsmus.com

+1 312 634 3130

Nathan Bernardi
Manager, Management Consulting

Chicago, Illinois

Nathan.Bernardi@rsmus.com

+1 312 634 4820

Joe Kaczmarek
Partner, National Fintech Leader

Chicago, Illinois

Joe.Kaczmarek@rsmus.com

+1 312 634 4615

Key ContactsOur Experience
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POLLING QUESTION

• Are you interested in meeting with RSM professionals to further 

discuss the customer experience journey? 

A. Yes

B. No
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This document contains general information, may be based on authorities that are subject to change, and is not a substitute for professional advice or services. 

This document does not constitute audit, tax, consulting, business, financial, investment, legal or other professional advice, and you should consult a qualified 

professional advisor before taking any action based on the information herein. RSM US LLP, its affiliates and related entities are not responsible for any loss 

resulting from or relating to reliance on this document by any person. Internal Revenue Service rules require us to inform you that this communication may be 

deemed a solicitation to provide tax services.  This communication is being sent to individuals who have subscribed to receive it or who we believe would have 

an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network of independent audit, tax and consulting firms. 

The member firms of RSM International collaborate to provide services to global clients, but are separate and distinct legal entities that cannot obligate each 

other. Each member firm is responsible only for its own acts and omissions, and not those of any other party. Visit rsmus.com/aboutus for more information 

regarding RSM US LLP and RSM International. 
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