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How Prepared Are You for the

5 Mega Trends
Disrupting Services
Delivery?
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QUICK DEMOGRAPHICS OF
450+ RESPONDENTS
Where Are They Located?

Dear SSON Member,
As innovations around technology and increasingly global
footprints have released shared services from the traditional
transactional focus of their roles, more and more SSOs
are reporting improved performance and higher value add
delivery, as well as what can be described as an increasingly
collaborative relationship with customers, versus the
service-based behavior of old. This bodes well for Shared
Services careers and the ‘industry’ at large.
Today, we are witnessing 5 megatrends from which
no services functions are immune. These include:

1 Process optimization
2 Digital transformation
3 Data analytics
4 Automation
5 New and evolving skill sets
In this year’s survey, we wanted to find out how shared
services operations around the world are reacting to the
challenges and the opportunities presented by these trends.
That’s why we canvassed our global SSON practitioner
community for insight into their own practices.
The results – as highlighted within this document – are
astounding and enlightening.
We documented the responses from 450+ Global and
Regional Directors and Leads of Shared Services,
Finance, HR and GBS to put together SSON’s 2015 Annual
State of the Shared Services Industry Report with a look
at the 5 Mega Trends taking shape. (See side bar for the
demographics of respondents.)
Find out what their insight tells us and how you compare
against your global peers.
Please enjoy the findings of the 2015 SSON shared services
benchmarking report below.
Kind regards,
Barbara Hodge
Editor-in-Chief &
the SSON Team
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In Which Industries Do They Currently Work?
Manufacturing
18%
Other (please specify)
16%
Banking & Financial Services
12%
Public Sector
12%
Technology & Telecommunications 10%
Life Sciences & Healthcare
8%
Energy & Utilities
6%
Retail
4%
Infrastructure & Construction
3%
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Defence & Aerospace
1%
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1%
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Which Functions Do They Represent?
Multi-Function

26%

Finance & Accounting

26%

Other

21%

HR

15%

IT

7%

Procurement

5%

Legal/Real Estate

0%

What Are the Maturities of the Functions/
Regions They Represent?
Greater than 5

35%

1 - 3 Years

19%

3 - 5 Years

18%

Implementation & Optimization

17%

Planning & Launching

12%

GBS

9%

Total FTE Headcount in their SSC(s) Considering
Captive and Retained Team Members?

1–100

41%

100–500

32%

500–1,000

12%

>1,000

15%

In which regions are respondents running
active Shared Services Centers?

We will be discussing these results
at our Flagship Events. Email us at
events@ssonetwork.com if you’d like
to join the conversation!
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Part 1:

Where is the Shared Services
Industry Today?
Since shared services first emerged within organizational charts – at least under that name – many years have
passed, and technology, evolved business strategies, and enlightened leaders have combined to reinterpret the
model within a framework that more accurately reflects the needs and challenges of 21st century businesses.
Our 90,000 members around the world reflect these challenges back to us every day. Read this section, which
presents a snapshot of where SSOs stand today and spotlights their priorities over the coming year, the tools
and solutions they are relying on, and the new sourcing strategies that best meet their global requirements.

Regional Location and Resourcing
65% of the shared services practitioners that took part in this
survey are based in North America, Western Europe, and Asia,
and fall primarily into the manufacturing, banking & financial
services, public sector, technology & telecommunications, and
life sciences/healthcare industries.

with Central and Eastern Europe. Latin America also makes a
strong showing (23% of respondents say they currently have
operations in the region).
In terms of size, most practitioners list total inhouse FTEs as
under 100 (globally), with roughly a quarter citing more than
500. Western Europe has the most consistent distribution of
SSOs in all size categories, while in North America most centers
fell into the “below 500” FTE range. India, as may be expected,
leads in the “above 1000 FTE” category.

Most represent multi-functional, F&A and HR services, and list
the total number of centers around the world as less than 5.
North America leads APAC by a hair in terms of most popular
SSC location (35% of respondents have operations there),
with Western Europe in third place, and India neck-on-neck
Regional Location and Resourcing
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Across all regions, 100-500 was the most common FTE size.
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Part 1: Where is the Shared Services Industry Today? (cont’d)

Maturity
While over a third of respondents fall firmly into the 5+ years
“mature” segment that is leading the way in driving shared
services up the value chain, it is encouraging to see how large
a percentage of organizations are currently initiating shared
services: Nearly 30% of this year’s global respondents fall into
the planning and launching phase, where the right support,
advice and technology can play such a large part in ensuring
success. These evolving services centers also benefit from the fact
that the industry has gone through enormous transitions over
the past decade, with self-service solutions, data analytics, and
offshore delivery making it easier than ever to effectively resource
operations right from the start.
Of all global locations, Latin American shows the highest
percentage of operations at the planning and launching stage

(one out of four) – not surprising considering the surge in
interest we have witnessed in this region in recent years.
The largest percentage of mature SSOs, by region, are found in
Australasia (nearly half of Australasian respondents), Western
Europe, and Asia Pacific (both more than 40%). In North
America, by contrast, only a quarter of respondents fall into the
mature category.
When it comes to the Holy Grail – GBS – only Central & Eastern
Europe shows a significant percentage of respondents running
Global Business Services, reflecting the advantages in terms of
time zone, languages and cost of operations that the region has
long brought to the table for multinationals seeking to leverage
global services.

Outsourcing Strategies Strengthening
In SSON’s 2013 survey, nearly 45% of the market eschewed
outsourcing in favor of captive centers. This year’s survey, by
contrast, shows practitioners more heavily relying on outsource
partners by building on existing relationships to support business
expansion, but also emphasizes the increased importance of
monitoring and control through SLAs.
A third of practitioners – significantly more than the previous
year’s 25% – also indicate that the distinction between inhouse/
outsourced team is fading, with outsourcers effectively acting as
“rebadged employees” or seamless partners.
While practitioners indicate that they plan to contract with more
providers for specialist services, consolidation remains a priority,
with most shared services preferring to work with a single
provider rather than distribute contracts across multiple providers
(despite the rhetoric that has been supporting the latter strategy
as a means of limiting exposure to a single provider).

If you work with a BPO provider,
are they delivering industryspecific process expertise?

In contrast to popular belief, risk mitigation is widely considered
a significant advantage of outsourcing (three-quarters of
respondents confirmed this). In follow-up interviews, many
listed regulatory compliance as a key factor, but emphasized the
importance of proper management or governance to ensure this.
Experience varies, however. Of those who see risk exacerbated
through outsourcing, one practitioner explained “outsourcing …
can result in a lower level of urgency, more process complexity,
poor communication, and lower levels of service excellence.”
Where we are seeing significant change is in practitioners
taking advantage of the industry-specific process expertise that
BPOs offer.

Is risk mitigated or exacerbated
through outsourcing?
Q37.

Q34.

Do you prefer working with a
single provider for all work, or
multiple providers to distribute risk
exposure?
Q36.

Yes

35%

Mitigated

75%

Single

66%

Limited

29%

Exacerbated

25%

Multiple

34%

No

27%

Non-Effective

9%
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Part 1: Where is the Shared Services Industry Today? (cont’d)

Best Performance Metrics
While cost cutting remains the raison d’être of most shared
services models, in 2014 as 2013, what is emerging clearly
is that this is now table stakes, with less than 10% of
respondents listing it as their main priority. The vast majority
cites process level transformation and improved business
performance as key results – a significantly higher percentage
than in the previous year.
While this assumption undoubtedly holds true, the metrics
associated with it are still lagging: More than two thirds cite
financial and cost metrics as their top performance measures,
although the increased weighting of business results is
reflected in the second most popular choice: “impact on
output/business performance”. In addition, “value added
service beyond cost” is also highly ranked.
When we drill down into specific functions, we find that within
Finance and Accounting, top performance metrics include
some that reflect operational impact (DPO, right first time)
while others focus on more traditional costs to the business,
e.g., “cost per invoice” (the single most popular metric tracked
within F&A).

Is shared services still primarily a costcutting model
or are you moving towards impacting business
Q1
Is shared services still primarily
a costcutting
model
performance
and
output?
(i.e., top-line improvements)
Driving standardization and
transformation at process level

In HR, nearly a third of respondents are still quoting perceived
efficiency/cost-related metrics like “SSO staff per employee”,
despite the fact that this ratio is widely acknowledged as
redundant today. Other popular cost-based compensation- and
benefits-related metrics include “cost per employee”, “cost
of new hire”, etc.; on the “value” side of the equation we
find metrics like “percentage of self-service resolution versus
escalation”, and “number of requests according to categories”.
Talent pipeline, a key challenge, is another top HR metric.
At enterprise level, the extent to which a shared services meets
its agreed service standards is a key measure. Also noteworthy,
in light of the evolving relationships between service centers
and clients, is the fact that client inputs “in compliance with
agreed standards” is tracked by a quarter of practitioners. This
is significant because it recognizes the responsibility of the
client in supporting service outputs within a more collaborative
partnership framework.

Q3 Please select the top 3 F&A metrics to track your performance

Please select the top 3 F&A metrics to track your
performance

32%

Definitely a model for improving
business performance/driving value
41%
(cost cutting is table stakes).
Still cost-cutting but planning to
shift to business performance

19%

Still predominately cost-cutting

7%

Other (please specify)

2%

Q4 Please select the top 3 HR metrics to track your performance

Cost per invoice
37%
% electronic invoicing vs paper invoicing 21%
% efficiency level P2P
(process errors/total transactions)
27%
% efficiency level O2C
(process errors/total transactions)
13%
% efficiency level R2R
(process errors/total transactions)
12%
% vendor queries /total invoices processed 10%
% right first time/first time match vs rework 30%
% accuracy VAT coding compliance
5%
Invoice cycle in SSO/days
21%
Days payable outstanding
28%
Days sales outstanding
23%
Cash flow
16%
Not Applicable/ We don’t capture
metrics for this function
22%

Q2 How are you measuring performance?

How are you measuring performance?
Please select all that apply

Please select the top 3 HR metrics to track your
performance
SSO staff per employee

Financially/Cost

67%

FTE-based

48%

30%

% Tier 0/self service resolution vs
escalating to staff
21%

Number of services/
locations

20%

% attrition by job family/region/
country/business unit/executive leader
29%

Standardisation

40%

Talent Pipeline by different indicators21%

Impact on outputs/
business performance

50%

Value added service
(beyond cost)

Compensation & Benefits related metrics
like cost per employee, cost of new hire
by country, average merit, average base
by job family
31%

39%

Number of requests by different categories
(% increase or decrease)
26%

Other (please specify)

6%

Not Applicable/We don’t capture
metrics for this function
34%
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Part 1: Where is the Shared Services Industry Today? (cont’d)

Regional Overview – Where Do Shared Services Stand Today?

Europe, Americas, Australia, APAC

Europe

Americas

Across Europe, the survey shows one of the highest ratios
of mature SSCs (5+ years) versus newer implementations,
whereby Central and Eastern Europe also has a lot of centers
in the 1-3 year range. In line with this shift towards greater
maturity, the survey also shows CEE-based SSOs displaying a
marked tendency to rely on shared services for transformation
and improved business performance, while in Western Europe,
efficiency measures that support greater business performance
tend to dominate.

Across America, most shared services participating in this survey
are well into the implementation and optimization phase, with
a quarter indicating that they are fairly mature (5+ years). Only a
small segment of respondents falls into the planning and launching
phase. If we include Latin America, however, we see a significant
jump in the numbers of centers that are currently initiating a shared
services model.

We also see some differentiation between Western Europe
and CEE when it comes to outsourcing partnerships, where,
according to our survey, the CEE region is more actively pursuing
partnerships and shows itself more inclined to trust outsourcing
partners with expanded scope of services, albeit showing a
significant preference for single-providers over multiple providers
(ratio of 9:1 versus Western Europe’s 6:4). CEE centers also
show a stronger tendency to see outsourcers as “part of the
extended team”.
According to the survey, European-based SSCs in general reflect
global disappointment in the levels of business intelligence
delivered by outsourcing partners, although CEE centers
also showed the second highest ratio (behind India) of those
confirming business intelligence as a service from outsourcers.
Central and Eastern European centers also appear to prioritize
Subject Matter Expertise as a lever for delivering more value to
global operations.
Overall, and as expected, the survey shows CEE centers as
taking a more strategic approach to the evolution of shared
services, focusing on specialist skills, measuring effectiveness
and efficiency, and confident of their impact on their customers’
businesses. Nearly three-quarters of CEE centers participating
in this survey believe less than 10% of their customers would
rate themselves as dissatisfied with their services. CEE based
centers (along with Indian based centers) were the only regions
that answered 100% yes to the question: “do you believe your
customers see you as vital to their success?” They also show a
high degree of penetration across their customer base (nearly
half cite 75% penetration).

Perhaps as a result, North American centers are showing greater
confidence in their ability to provide high customer satisfaction
rates, while Latin American centers’ scores rank somewhat lower.
Latin American centers participating in the survey also indicate
that a significant segment (certainly higher than North American
centers) of them have achieved a 75% penetration across their
customer base. (All the more reason, perhaps, to work on those
satisfaction scores.)
According to the survey’s results, North American centers are
markedly building on existing BPO partnerships to support their
businesses’ growth. However, they don’t indicate any plans to
change the relationship from the current one, whereby outsourcers
are handed transactional pieces of processes to manage.
When it comes to talent management, our survey shows Americanbased services centers prioritizing “service excellence” alongside
“data analytics” and “leadership”. Latin American centers, on the
other hand, while certainly prioritizing service excellence, are are
markedly weak in leadership and technical skills. Leadership, in
particular, is an important skill in driving shared services towards a
more strategic position within the enterprise and may warrant more
consideration.
In terms of the value shared services delivers, Latin America shows
one of the highest percentages of regional respondents prioritizing
cost cutting over performance.
As is the case across the globe, our survey shows that the
business intelligence derived from outsourcing partnerships is still
significantly below par across America, and even more so in Latin
America where nearly 70% of respondents say they derive no
significant business intelligence from their BPO provider.
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Part 1: Regional Overview – Where Do Shared Services Stand Today? (cont’d)

APAC

Australia

According to the survey, Asian-based shared services centers
are within the top three regions showing a significant segment
as greater than five years old. Across Asia, shared services
main value, according to our survey, lies in driving improved
performance for an increasingly demanding client base. In
India, this trend is even more evident with more than half
of respondents claiming improved performance as the most
significant output of shared services centers. (India shows the
highest ration of any other region for prioritizing performance at
this level.)

Australasian shared services centers are fairly mature, according
to our survey, with the largest segment of respondents falling
into the “greater than five years” sector, and nearly a third
describing their centers as multi-functional. In addition, the
majority is focused on driving process transformation and
business performance, over cost.

At the same time, more than a quarter of Asian-based
respondents indicate that cost cutting is still a priority, reflecting
the region’s advantage in terms of labor arbitrage. Supporting this
fact, India is the only location to allocate more significance to
FTE-based measures than cost-based measures.
The Asia-Pacific region shows a marked reliance on exerting more
control and governance in outsourcing by leaning heavily on SLAs,
according to our findings, while at the same time respondents
indicate that they plan to partner more closely with BPOs to
support business expansion. This trend is particularly prevalent
across India.
India also shows a greater desire than most regions to leverage
BPO partnerships for scalability, perhaps reflecting the need
to support their customers’ expansion across Asia. Indian
centers also show higher satisfaction with the level of business
intelligence they derive from their BPO partners, while across Asia
itself these ratings appear to be neutral. Indian-based respondents
also give more weighting to developing subject matter expertise
within their SSC teams, while Asian centers in general emphasize
service excellence.
Our survey indicates that Asian centers are quite confident in their
ability to deliver customers satisfaction, with only few respondents
believing their customers to be, on average, dissatisfied with
services. Noteworthy is that Indian based respondents are one
of only two global regions (the other is CEE) to indicate that
100% of their customers see the SSC as vital to business success.
There is still significant scope for expansion across SSC’s customer
bases around the world, and APAC centers are pretty much
aligned with the global average whereby 60% of respondents
claim they have penetrated across 50% of their customer base.

Australia shows one of the highest percentages of practitioners
benefiting from BPO-enabled industry specific process expertise,
and Australian respondents indicate that they plan to carry on
contracting with providers for these specialist services. However,
nearly half of the survey’s Australian-based respondents say
they receive no business intelligence from their providers and
the majority are looking to gain more process automation from
outsource providers going forward.
Australia stands out as one of the only regions to give data
analytics, leadership, and service excellence nearly equal rating
in terms of skill sets that are being prioritized to support future
service delivery. Customer satisfaction and greater value added
services are the main drivers for these skills being actively
encouraged.
In terms of growth, there is plenty of opportunity for Australianbased shared services to expand the penetration into their
customer base. Around a third of our survey’s Australian-based
respondents say they are currently covering less than a quarter
of their potential customer base, leaving plenty of opportunity
for expansion.

Indian based respondents are one
of only two regions (the other is
CEE) to indicate that 100% of their
customers see Shared Services as
vital to business success.
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2014 Recap: What the Top 15 Headlines Told
Us and What They Mean for the Industry
January 3, 2014
IT Outsourcing Reaches the Automation Crossroads

June 5, 2014
Why ‘Nearshoring’ Is Replacing ‘Outsourcing’

Long a source of controversy, IT outsourcing has reached
a crossroads at the outset of 2014. On the one hand, cloud
computing has made it easier to not only outsource IT, but
also entire business processes. On the other hand, the rise of
IT automation may make the need to outsource IT completely
unnecessary.

As U.S. firms are becoming increasingly concerned about
protecting their intellectual property, “nearshoring”—or
bringing production closer to the point of use—becomes
attractive as the risk of having important intellectual capital
stolen is decreased.

February 20, 2014
Stefanini Launches Unique HRO Service in Latin America
Brazilian technology giant Stefanini has launched a new BPO
unit to offer HR and payroll outsourcing services. The new unit
will focus on sealing deals with global firms struggling to manage
human resources in Latin America.
March 4, 2014
Trounced by India, What is the Way Forward for American
BPO Providers?
US Business Process Outsourcing (BPO) companies do not have
a strong presence in the Americas, where players from India
have stepped up to meet the challenge and grab market share.
That trend is set to continue, with Indian providers growing
stronger and US players focusing on niche areas closer to home.
March 20, 2014
Is BPO on the Brink of a Technology Revolution?
If you get a fleeting moment to wrench yourself away from your
twitter feed, formatting that PowerPoint deck that’s on its 18th
cycle, or that excruciating conference call you are seriously not
listening to, then you could do a lot worse that take a gander at
our new report glamorously entitled, “BPO on the Brink of a New
Generation: Technology Transformation“.
March 21, 2014
SMEs Join Forces in Outsourcing for Growth
3.2 million SMEs are collaborating with one another in order
to fuel growth, with focus on outsourcing marketing & sales
according to new research.
April 15, 2014
Understand Culture of Foreign Clients, BPOs Told
An international consulting firm advised business process
outsourcing (BPO) companies in Cebu specializing in voice
services to study and understand the culture of foreign clients to
better meet their business needs.
April 16, 2014
The Future of BPO: How Human Cloud and Infrastructure
Cloud Are Changing the Game
The Cloud is fast evolving and empowering small enterprises with
remote workforces to compete on par with larger businesses.
Global collaboration and resource pooling is overcoming
traditional constraints of geography and infrastructure, while
the Cloud has created a level playing field for all businesses
irrespective of size and location. Entrepreneurs are finding ways
to collaborate and significantly reduce the time to develop and
deploy products. An easy access to state-of-the-art development
tools and infrastructure is boosting innovation, and adequate
bandwidth is diminishing latency to near real-time.
May 12, 2014
HR Management Can Take Up as Much as 40% of your Day

June 27, 2014
Procurement Outsourcing Market Growing at 12%,
Continuing String of Recent Double-Digit Growth Years:
Everest Group
The global multi-process Procurement Outsourcing (PO)
market registered strong growth of 12 percent in 2013 with
record number of new deal signings. End-to-end procurement
process outsourcing tripled in share in the last three years,
and PO is strengthening its foothold in the emerging markets
of Asia Pacific, Middle East and Africa, and Latin America.
September 17, 2014
9 Out of 10 Large Law Firms Embrace Outsourcing for
Office Support Services and Realize Significant Benefits
A new study conducted by business process outsourcing
provider, Swiss Post Solutions (SPS), revealed the latest
outsourcing activities and related trends within the legal
industry.
The report, SPS Outsourcing Index: Law Firm Trends, includes
all types of US law firms and found discrete patterns based on
firm size.
September 23, 2014
Genpact Partners with Automation Anywhere
Nasdaq-listed business process outsourcing (BPO) firm,
Genpact Ltd, is betting big on automating business processes
for its clients.
On Wednesday, it signed an agreement with US-based
Automation Anywhere, a provider of virtual automation
software. It was only on 27 August that Genpact had
announced a tie-up with automation software company
Automic Software GmbH to expand its business automation
capabilities.
October 31, 2014
Training Bankers to Be Data Scientists
It’s a futuristic vision of banking that, in the coming year, may
come closer to reality. In a recent American Banker survey,
36% of bank executives said they were looking to sign new
contracts with providers of analytics services.
November 28, 2014
Launch of UK Facility to Encourage Robotic Innovation
within Industry
A new initiative to encourage and support the take up of
robotics technology within industry across Europe is being
launched at the Bristol Robotics Laboratory.
December 17, 2014
This Software Entrepreneur Uses Predictive Analytics to
Kill Cold Calls
InsideSales.com founder and CEO Dave Elkington outlines his
company’s plan to expand corporate accounts and his vision
for personalizing complex sales cycles.

Human resources have a critical function in any company or
organization as it deals with its most important asset – its
employees. Yet, many SMEs still choose to deal with this
internally, with functions often performed by the business
manager or by department heads. They do so even though
payroll and HR management functions can take up to 40 per cent
of a professional’s day.
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Part 2:

Looking Forward – How Will the Shared
Services Industry Evolve Next?
Through our ongoing engagement with practitioners both at events and online, we have identified
five core trends that are currently impacting service delivery centers across the world. In our survey,
we asked respondents to share how they plan to leverage these.

Mega-trend 1: Optimizing Service Delivery
One of the megatrends we have identified across shared services
organizations worldwide is process optimization, or “the
need to support client growth with reduced budgets”. Many
practitioners see data analytics as key to unlocking process
optimization, and technology as a means of delivering it more
effectively.

was “relying on new technology, agility and data analytics” to
deliver improved performance.

One respondent described her ideal as “an agile and scalable
model, which cost-effectively services business expansion”.

Process excellence is a priority for most SSOs, and Continuous
Improvement the most popular means of achieving this,
according to the survey. What’s interesting to note is that data
analytics is widely recognized as a reliable means of driving it.

Global business services or multifunctional services are among
the most popular models for optimizing processes, but
expanding scope of service, customer base, and geographies are
also key strategies.

Despite the fact that cost has been identified as table stakes,
respondents still list it as a key driver for optimization, though
“new technology”, “business expansion”, “improved agility”
and “data analytics” are all contenders for the lead.

And while process excellence is generally built into job
descriptions there has been strong growth in the number of
Centers of Excellence that offer CI support.

A significant majority lists technology as enabling optimization.
In a follow-up interview, one practitioner explained that his
company was currently reversing an outsourcing agreement and

Q10

What is driving this shift?

How are you driving process excellence?

Q9

Cost

52%

Need for improved
agility

44%

Need to drive more
data analytics/
business intelligence

Data Analytics
41%

New technology
opportunities/implementation/
investments
39%
Business expansion

Continuous Improvement 71%

36%

48%

Lean

41%

Six Sigma

30%

Hybrid

18%

Other (please specify)

5%

Expanding scope of SSO 34%
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What

Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

If we include outsourcing within optimization strategies, the top
three things practitioners want from their BPO partners in future
are: improved cost, more automation, and higher quality. Clients
are also demanding that providers support them in Continuous
Improvement – something that appears still to be falling short,
as one participant complained: “Our BPO provider barely
delivers any continuous improvement. When this does
happen, most of it is driven by change requests that we
submit to them. I would like to see them being more
proactive in transforming our business.”

How are you resourcing process excellence?
Choose one

This sentiment is echoed across a number of interviews, where
practitioners indicate that, in practice, far too little is being done
by outsourced service providers.
While the numbers claiming improved business intelligence
though outsourcing are still low, nearly two-thirds of
practitioners confirm that they are leveraging “industry-specific
expertise” through their BPO partner.

If you work with a BPO provider, are they delivering
Business Intelligence?

Q33. If you work with a BPO provider, are they delivering Business Intelligence?

Q11

Part of daily operations
(everyone’s role/in
performance measures)

35%

No

44%

Center of Excellence

25%

Limited

30%

20%

Yes

16%

Non-Effective

10%

Shared Services CI team
Third Party / Outside
Consultancy 10%
Internal “borrowed”
resources

7%

Other (please specify)

3%

What are the top three things you want more of from your BPO partner going forward?
are

the

43%

top

three

42%

things

41%

25%

Lower cost
(for same
work)

Higher quality
(Fewer errors)

Process
automation

Scalability

24%

More
transparency

21%

Access to
technology

19%

17%

Non-applicable/
Faster
no BPO provider turnaround
relationships

15%

More data

13%

More
teamwork

“Our BPO provider barely delivers any continuous improvement. When this does
happen, most of it is driven by change requests that we submit to them. I would like
to see them being more proactive in transforming our business.”
(Follow-up interview to survey)
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Mega-trend 2:
Leveraging DIGITAL and AUTOMATION Technology
While we are all used to shopping on smart phones, and
booking flights online, businesses have been slower to adopt
digital processes for their internal transactions. This is changing,
however, and a number of organizations are now quoting strong
results on the basis of digital transformation, most commonly
measured in terms of service and quality.
We asked SSON members how they planned to drive
digitalization across their services over the next five years. Most
seem to be focusing on end-to-end process management/flows
as well as ERP consolidations. Solutions that involve self-service,
and mobile applications, are front-runners in driving a more
digital business.

How will you measure the added value of
digitalization?

In follow-up interviews, practitioners confirmed that clients
are, indeed, demanding mobile solutions, but that in terms
of investment priorities mobile is still low on the list. “We are
behind in this area”, explained one respondent.
Despite the fact that the digital enterprise is a reality, many
organizations are still struggling to have it recognized as a strategic
priority. Limited support and cost are two of the biggest obstacles
to more organizations implementing supporting strategies.

Q16

Q14.

Q12.

While mobility is being added as a requirement to new technology
implementations, a significant segment confessed to having no
current plans to deploy mobile-enabled solutions, and nearly 20%
confirmed that only external facing or social solutions are currently
prioritized for mobile.

Service/quality

44%

Cost

29%

Reduced FTEs

16%

Data

7%

Other (please specify)

3%

How are you driving digitalization across your
services in the next 5 years? Which of the below are
relevant to your digital strategy?

How are “mobile solutions” impacting Shared
Services?
Mobility is being added as a
requirement to all new
technology and solution
implementations

50%

No current plans to deploy
mobility enabled solutions

31%

Only vital, external facing or
social solutions are being
changed or required to be
mobility enabled

19%

What is biggest obstacle to implementing a
digital strategy?
Q15.

Enabling end-to-end process flows

56%

ERP consolidation/single platform
implementation

47%

Cloud-based solutions/
software as a service

44%

Increasingly mobile applications/
engagements

41%

Process specific technology applications 40%
Knowledge management resource

35%

Large-scale strategic IT
implementations

27%

Integrating social media

21%

Online collaboration forums

182%

Robotic process automation

15%

Other (please specify)

Cost

24%

Recognizing it as a strategic
priority (i.e. lack of support

20%

Change management

21%

Getting all on-board

15%

Resources

14%

Other (please specify)

5%

1%
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Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

As in the previous year’s survey, social media is still
staggeringly under represented. More than 60% of
respondents confirm that there is limited or no use of social
media in service delivery – however, there are encouraging
signs: just under 20% of respondents actively use social media
to engage stakeholders and gather feedback on service.

management also make a strong appearance, as do, rather
encouragingly given the shift in favor of collaboration,
collaboration software and social communities.

In light of the vast majority of respondents listing technology
as the single most significant enabler of improved value in
future, the most popular technologies currently implemented
are Sharepoint, workflow management software and
document imaging. Invoicing solutions and vendor

Anecdotal feedback on future investment plans includes: data
warehousing; “everything automation”; “bring-your-owndevice; predictive analytics; knowledge management; and
business intelligence; in investment plans.

Workflow management is a leading contender for future
investments too, with vendor management and invoicing
solutions all following closely.

Q7.

How is Social Media impacting your services?

Which enabling technologies do you plan to
implement in the next 3 years?

Q17.

Limited or no use
of Social Media

Workflow Management
software

36%

Actively utilize social media to engage
stakeholders and internal customers
and gather feedback on SSO service
delivery
18%

Vendor management

28%

Document Imaging

24%

Other (please specify)

24%

Incorporated into most SSO
customer facing applications

Invoicing solutions

24%

Internal Enterprise Social
Community or Collaboration
Software

24%

SharePoint

14%

64%

9%

Included as a core requirement
for future technology
implementations
9%

Q6.

Which enabling technologies have you
already deployed?
SharePoint

64%

Workflow Management
software

58%

Document Imaging

56%

Invoicing solutions

43%

Vendor management

32%

Internal Enterprise Social
Community or Collaboration
Software

31%

Other (please specify)

8%

As in the previous year’s survey,
social media is still staggeringly
under represented. More than 60%
of respondents confirm that there is
limited or no use of social media in
service delivery – however, there are
encouraging signs.
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Mega-trend 3: Data Analytics / Reporting
Digital businesses rely on real-time data analytics to drive
business intelligence for smarter decision-making. As SSOs
expand beyond country (or even regional) boundaries to
incorporate global processes, access to enterprise data increases
exponentially. What’s been holding businesses back, though,
according to the previous year’s survey, is insufficient resource to
mine and analyze all this information.
Today, however, we are seeing more shared services include
a “data analytics” role, as well as a stronger BPO capability in
offering data analytics to customers; and the principle of mining
data from processes and systems is becoming the “new normal”
for SSO operations.
Encouragingly, more than 90% of respondents confirm they are
actively engaged with a data/business intelligence strategy

(by comparison, the previous year, three quarters of
respondents said business intelligence activities were “ramping
up”). Improved business decision-making and identifying
opportunities to reduce cost are leading drivers for such an
initiative, whereby the most popular reason to pursue business
intelligence is to identify problem areas for improvement.
Compared to the previous year’s survey, where master data
management was weakly represented (just under half the
respondents were in the process of locating sources and
identifying gaps and solutions for a master data management
strategy) this year, nearly 70% of respondents confirm they
have a master data management plan that is either being
implemented or already exists.

What level of maturity is your Data/Business
Intelligence strategy at?

Indicate which of the following best describes your
MDM plan
Q21.

Q18.

Progressing – strategy outlined,
data collection and tools have been/
planned to be implemented, beginning
to utilize data to draw insights and base
decisions upon
42%
Initiating – Identifying BI/data
needs, data sources and tools

34%

Mature – formal strategy in place,
routine utilization of data for insights
and decision making, designated BI/Data
roles and responsibilities
11%
No BI/data strategy or
current plan to create one

Q19.

No MDM plan in place or
considered

32%

In the process of locating all data
sources, identifying gaps and
assessing solutions to manage

31%

MDM plan and governance defined,
in the process of data cleansing or
harmonization
22%
MDM is defined, governance structure
in place, and data identification,
collection and cleansing/scrubbing
have been executed
15%

8%

What are your objectives for data analytics/business
intelligence based insights?
Identify opportunities to
improve business decision making

69%

Identify opportunities to reduce costs

60%

Increase value added and
advanced services provided

50%

Strengthen the case for
end-to-end process ownership

37%

Identify opportunities to increase cash
flow and contribute to financial results

35%

Improved Procurement / Better
decision making over Supply Chain

31%

Identify more profitable customers
segments/markets

22%

Other (please specify)

The principle of mining data
from processes and systems is
becoming the “new normal” for
SSO operations.

3%
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Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

Interview with Rohit Kapoor, CEO of EXL
Rohit Kapoor
Vice Chairman and Chief Executive Officer
EXL
Rohit Kapoor is the Vice Chairman and Chief Executive Officer of EXL. Since the Company started
its operations in 1999, he has held various roles including CFO and President and Chief Operating
Officer. Prior to joining EXL, Rohit was a business head at Deutsche Bank and led a marketing team
that serviced clients in Europe, the Middle East and the Indian Sub-continent. He also managed the
venture capital and private equity investments of several Ultra High Net Worth clients in start-up
companies both in the U.S. and Indian TMT sectors. Rohit successfully raised several rounds of
venture capital funding for various companies and he was also involved in the structuring of their
investments. Earlier, he worked for eight years with Bank of America - five of which were in Private
Banking in New York and three in Corporate Banking in India. Rohit serves on the Boards of CA
Technologies (NASDAQ: CA) and Pratham’s New York Tri-State’s chapter. Rohit holds a B.Tech from
IIT Delhi, India and an MBA from the Indian Institute of Management, Ahmedabad, India.

What trends are you seeing that affect
how shared services and providers are
restructuring their business operations?

How are you ramping up the skill sets
required to deliver this differentiated
service?

There are three main trends that are impacting service delivery today.

The skills represented by our team are what differentiate our service
today. We have identified five skill sets as crucial to leveraging valuable
insights. These include analytics, Lean Six Sigma, business process
automation, technology enablement, and transformation. Within
our hiring and training process we are focusing on all five of these
capabilities, aligning them to the domain and process of each client.
This is seen in our hiring when we add deep subject matter experts
from the industries and functions we support, such as in healthcare
and analytics where we’ve added a Chief Medical Officer and a Chief
Actuary. You can see this investment in our training process through
the academies we’ve built to support very detailed domain learning
in spaces like Healthcare, Insurance, and Finance and Accounting.
Thousands of employees have graduated from these academies,
earning industry and domain certifications in the process. This means
that we are developing our industry-specific capabilities as well as
horizontal process expertise. So whether it’s healthcare, insurance, or
financial services, we are focusing specifically on linking the vertical
functions and horizontal processes. Instead of an either/or, for us it’s a
“both”.

In the past, outsourced work used to focus on defined service delivery.
Today, there is increased recognition of the enormous value embedded in
the client’s operational data, which means that we are able to deliver more
value based on insightful references. This shift from service to insight, with
analytics embedded into core business operations as a crucial enabler, is
impacting outputs.
A second trend is represented by the shift from the semi-fixed costs of the
past to a more variable cost basis favored by clients today. New, emerging
business models reflect this preference. Clients don’t want to invest heavily
into shared services frameworks and are showing more interest in paying
per service received.
A third trend involves customers relinquishing the “execution” mindset of
shared services or BPO and recognizing the transformative element. This
marks a fundamental step-change away from incremental improvement and
is having enormous impact.

How are you addressing these trends to meet
clients’ expectations?
We have responded with an evolved business delivery model called Business
EXLerator, which integrates into business operations a combination of realtime analytic capabilities, technology, process automation, Lean Six Sigma,
industry best practices and benchmarking. It is based on Business Process as
a Service technology, thus offering the variable, “per use” cost that clients
prefer, alongside more flexibility and control. To support insight-driven
transformation, our EXLerator framework leverages the kind of precise skill
sets that deliver the step-change shift in value-add our clients need today.

How is the new EXLerator platform different
to traditional BPO?
By embedding real-time analytics, automation and the other tools and
tactics I mentioned earlier, we are today delivering far more value and cost
efficiency than was possible under the old model. For example, we are
doubling or even tripling the value we deliver to clients, and are now able
to drive efficiency gains of 20 to 25% in just 12 to 18 months – something
that used to take five years to achieve.
We can do this because we are taking an end-to-end approach to service
delivery, and applying our skill sets where they can deliver the most value.
Through simulations we are also able to drive quicker and shorter delivery
cycles.
For example, for a particular client we were able to reduce unbilled revenue
by 70% (for which we received an Innovation Award from Alsbridge). We
also helped an insurance carrier gain a 90% improvement in speed of new
business acquisitions.

How do embedded real-time analytics
deliver a differentiated result for clients?
If you think about how data analytics was delivered in the past, it
was generally based on a centralized group of people working on
discrete projects. That implies a delay in reporting and was a step
removed from the actual process. Our new delivery model is based
on embedding data analytics resources that understand the client’s
domain and comprise the skillsets needed to deliver immediate valuable
insights. This means clients can make adjustments or shift course on
a month-by-month basis, depending on our analytics feedback. It
also means we feed the results back into our process real-time for
immediate improvement. Just as we have been embedding Lean Six
Sigma resources into our service delivery teams in the past, we are now
deliberately building data analytics into the delivery stream.

How can Shared Services embed real-time
analytics in their operations?
The big challenge for most shared services is not analyzing the data
but accessing it. The key steps are to define business objectives;
establish the right governance and talent requirements; understand
the underlying data strategy; and identify impediments to accessing
data. The important thing is to know which data sets exist and who
is responsible for them. At the same time, operations managers and
process owners alike need to improve their own skill sets around
analytics. That is the gap in the market at the moment.

info.exlservice.com/EXL-lookdeeper
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Mega-trend 4: Customer Service
indicating a significant opportunity to ramp up customer service.

Digital businesses rely on real-time data analytics to drive
business While most SSOs today are targeting alignment
with their customers around business outputs, SSON’s survey
identifies a fifth of practitioners as believing, rightly or wrongly,
that their customers do not see shared services as vital to
their success. A follow-up question asked what percentage of
current customers would rate themselves as less than 50%
satisfied. An alarming 20% suggested a quarter or more of
their customers might be sitting on the fence. These figures are
fairly sobering, coming as they do from service providers, and

What’s more surprising is the fact that more than 40% of
respondents only track customer satisfaction on an annual basis,
ignoring the potential to gather real-time satisfaction metrics on
the basis of transactions.
A key issue here is that as technology, particularly self-service, is
driving out transactional work, the roles that remain are increasingly
focused on services that directly impact customer satisfaction.
As many shared services list “scope expansion” as a key

Do you believe your customers see you as vital to
their success?

Q28.

Q26.

Yes

79%

No

21%

Do you track customer satisfaction mainly on an Annual
basis or mainly on a “per transaction” basis?

Mainly annual

46%

Both

31%

Mainly transactional 23%

What percentage of your current customers would
rate themselves as less than 50% satisfied with your
services?
Q27.

Q23.

What is your primary Customer Service
advancement focus?
Tracking SLAs/metrics

33%

Tracking customer surveys

23%

Less than 10%

49%

Impact on customer’s business
(ie your impact on customer’s
operations)

13%

10-25%

31%

Quality metric

12%

25-50%
Above 50%

11%
9%

Productivity

7%

Cost metric

6%

Anecdotal feedback

4%

Other (please specify)

2%

Addressing trends identified in
real time social media feedback

0.26%
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Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

growth opportunity, we asked to what extent they have
currently penetrated their customer base. More than half
the respondents currently service less than 50% of their
customer base – suggesting significant opportunities to expand
service and thereby also optimize processes.
Despite the fact that customer intimacy and partnerships are

What is the degree of penetration across your
customer base for services provided?
Q25.

widely held up as priorities, nearly a third of practitioners review
CSAT scores face-to-face with customers once a year only, and –
perhaps more surprisingly – more than 10% say they never hold
face-to-face reviews. These findings undermine the collaboration
that so many shared services are putting forward in describing
their customer relationship strategies.

How often do you review customer satisfaction results
with customers face to face?

Q24.

Less than 25%

27%

Quarterly or
more frequent

41%

50%

32%

Twice a year

15%

75%

27%

Once a year

30%

100%

15%

Not at all

14%

Despite the fact that customer intimacy and partnerships are
widely held up as priorities, nearly a third of practitioners review
CSAT scores face-to-face with customers once a year only, and –
perhaps more surprisingly – more than 10% say they never hold
face-to-face reviews.
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Mega-trend 5: Evolving TALENT/SKILLS
No matter how impressive the technology and how valuable the
business intelligence, without quality staff your services will be
missing that vital ingredient that differentiates good service from
excellent service.
With that in mind, we asked shared services practitioners what
key characteristic or skill set they would be focusing on to
drive customer satisfaction. The most commonly highlighted
skill was “service excellence”. And while “data analytics” and
“subject matter expertise” are also highlighted, technical
proficiency receives the lowest rating. This last finding is
surprising and disconcerting in an environment where
technology-enabled solutions are seen as a key driver of
success. Technical adeptness as a skill would support innovation
and progress in terms of how technology is applied to new
opportunities. The apparent neglect of this skill may be a
warning indicator.

Which skill sets are you prioritizing within Shared
Services going forward?

In addition, SSOs appear to be missing a vital link between
upgrading staff skills and delivering more of the services their
customers are demanding: less than a quarter of respondents
said they expected to deliver more analytics as a result of
improved skill-sets, and nearly half are still focusing on
improving transactional measures like errors rates.
Most companies are developing these new skills through onthe-job training and by tying them to performance evaluations
or advancement opportunities. Surprisingly, in the face of
multiple emerging colleges and universities offering more
support services oriented degrees, few cited targeting specific
talent pools as a strategy for engaging improved skills.

What will be the impact of these skills on service
delivery? Select the top 3

Q31. What will be the impact of these skills on service delivery? Select the top 3

Q29.

Service Excellence
Subject Matter Expertise
(functional)

Increased customer satisfaction

42%
18%

Data analytics – transforming
data into insights
18%
Leadership

72%

More value added/proactive service 66%

14%

Technical Proficiency/
Technology Adeptness

6%

Other (please specify)

2%

How will you reflect this requirement?

Fewer errors (Increased quality /
reduced defects)

42%

Earn/increase trust and respect
of the customers we serve

40%

Lower rates / cost savings from
increased productivity

30%

Reduced rework

27%

More analytics

25%

Fewer call backs

12%

Technical adeptness as a skill would

Q30.

Tied to performance
measures/merit/advancement 49%

support innovation and progress in

Offering training/retraining

46%

terms of how technology is applied

Targeting different
recruiting pools

22%

Testing for capability

17%

Other (please specify)

3%

to new opportunities. The apparent
neglect of this skill may be a warning
indicator.
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Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

Regional Overview – How will Shared Services evolve?

Europe, Americas, Australia, APAC

Europe

Americas

According to our survey, Europe shows the highest reliance
of any region on leveraging Global Business Services to drive
optimized processes: More than half of West Europe-based
shared services are planning to leverage this model over the
next five years as a means of improving performance. As part
of their sourcing strategy, European centers, particularly CEEbased, are relying on a stronger BPO partnerships to support
business expansion. The survey indicates that CEE centers are
overwhelmingly opting for single provider strategies (more than
90%) and also lead the rankings in terms of centers expecting
more data based analytics from their providers to drive
performance.

As is the case for SSCs across the world, North American-based
operations are relying heavily on technology to optimize and
drive improved service delivery. In particular, North American
centers cite plans to prioritize investments in workflow
management software, while Latin America is prioritizing
invoicing solutions. However, the survey also indicates that
North America shows the highest ratings in terms of planning
to expand scope of services as a means of driving additional
efficiencies.

In terms of enablers or drivers of improved optimization,
European-based centers are predominantly relying on
technology for performance, and on ERP consolidations to drive
digitalization, according to the survey. They are also prioritizing
the integration of end-to-end process flows to support a more
digitalized processing environment. West European centers also
show the highest ratio of any global centers planning to leverage
business intelligence.
European shared services’ relative maturity may be the reason
for nearly three-quarters of West European and 100% of
Central and East European centers believing their customers see
them as vital to their success. In fact, according to the survey,
CEE-based shared services are the most confident of any region
when it comes to customer satisfaction rates. Nearly threequarters indicate they believe less than 10% of their customers
are sitting on the fence when it comes to their shared services’
value.
Emerging locations like the Middle East and Africa reflect their
relatively newbie status by their plans to invest in technologies
like document imaging and vendor management to drive
improved service.

Another area in which North American SSCs lead is in their
professed plans to build on existing BPO relationships to support
enterprise growth and expansion, as well as their demand for
more scalability from BPO partners.
Again, in America as elsewhere, BPO providers are falling short
in delivering the business intelligence that their customers need
– and North American centers are no exception, with around
half the respondents saying they receive no value in terms of
business intelligence from their BPO partners. In addition, a
third of North American respondents are cautious about the
risk implications of outsourcing, believing that BPO exacerbates
operational risk.
The survey indicates that business expansion is driving Latin
American SSCs to optimize processes, while they are also
banking heavily on continuous improvement to support
improved performance. The region lists the highest percentage
of SSCs in the planning and launching phase, as well as
optimization phase. In addition, Latin American centers showed
the highest ratings across all regions for recognizing digital
enterprise as a strategic priority. It also leads other regions
in looking to CRM technology solutions to drive improved
customer service, which is perhaps partly explained by the
relatively high segment of Latin American respondents who cite
a 75% customer penetration.
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Part 2: Looking Forward – How Will the Shared Services Industry Evolve Next? (cont’d)

Australia

APAC

Australian SSCs responding to this survey predominantly fall
into the mature/5 years plus category. As such, many of them
recognize shared services’ key value as delivering improved
business performance or greater value-adding services, over cost
savings alone. More than half the respondents also listed shared
services’ impact on business outputs and performance as a valid
measurement of performance.

According to survey results, the APAC region will be relying
more heavily on evolved shared services models such as GBS
or multifunctional centers to drive performance improvement.
India in particular is looking to expansion – whether in scope
of services, customer base, or geographies – to gain process
efficiencies. India also shows a higher preference than other
regions in relying on Lean strategies to drive process excellence.

While GBS receives relatively low points from Australian SSCs
as a strategy for driving performance over the next 5 years,
technology and outsourcing are highly rated. In fact, of all
regions surveyed, respondents from Australasia showed the
most faith in their outsourcing partners to support their drive for
more optimization, with nearly half of Australian respondents
confirming outsourcing as a leading plank in their optimization
strategy.

Across Asia-Pacific, survey respondents list change management
as one of the biggest hurdles to overcome in implementing a
more digital strategy. At the same time, however, Asia leads
the field in actively using social media to engage stakeholders
and internal customers, and in gathering feedback on service
delivery. Indian centers in particular, have incorporated social
media into most customer facing applications. It is, therefore,
unsurprising to find that Asian-based SSCs showed the highest
reliance on focusing on SLAs and metrics to track customer
service advancement.

Cost and the need for more agility are the two main drivers of
optimized service performance across the region.
Australian centers stand out, according to the survey, in their
plans to leverage increasingly mobile applications in support of
digitalization. SSCs in this region overwhelmingly recognized
mobile and self-service solutions as key drivers and enablers of a
more digitalized process. The survey shows Australia as taking a
lead in introducing “mobile” strategies, including mobility added
as requirement to all new solutions.

As Asian-based SSCs plan to develop the skill set of their
shared services team to drive more value, service excellence and
analytics get the highest ratings, while Indian based centers
list subject matter expertise as most significant, according to
our survey. Leadership skills, however, are neglected by Indian
centers (0%).

To meet the challenges of the future, Australian SSCs are
expanding the skill sets required of shared services staff. The
survey shows them as recognizing leadership as an essential skill.

Australian centers stand out in their plans to
leverage increasingly mobile applications in
support of digitalization. SSCs overwhelmingly
recognized mobile and self-service solutions as key
drivers and enablers of a more digitalized process.
The survey shows Australia as taking a lead in
introducing “mobile” strategies
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SSON’s Crystal Ball:
15 Trends We’re Expecting in 2015
1

Simplification (over 50% of those who
replied to our survey mentioned this)!

6

Prescriptive analytics

7

Employee service centric

8

Multi-functional shift

9

Globalization

10

Mobile-enabled will become the
calling card of SSOs

A nod to Ken Segall’s SSO Week presentations last year,
perhaps? The man who invented the “i” in the iMac inspired
audiences across the world.

2

Capability
Lots to talk about: essentially about building more capability
in terms of systems and people. Too many are still saying they
are long on process delivery but short on strategic analysis and
business insights.

3

Data driven insights

4

Visibility

5

Predictive analytics

Data driven business insights (see above) will highlight where
investment is needed to leverage capability.

Of process, of gaps, of opportunities. A lot of this is linked
to better forecasting and visibility of cash flow or workforce
opportunities, but also longer term around predictive analytics.

Don’t tell us what happened yesterday. Tell us what will
happen next month, and tell us how to take appropriate steps,
meaning…

Based on the data you have, and trends identified through
social media, how should the business be planning for,
reacting, or pre-empting tomorrow’s environment?

Exactly what it sounds like! Give your employees the tools,
make sure they are trained adequately to use them to their full
potential, and set them free!

This is still grabbing everyone by the horns. If you are singlefunction, reach out to your functional peers and discuss how
you could collaborate to provide smarter services. Yes there will
be some turf issues, but shared services are coming up with
new, more strategic roles every day. Plenty for all?

No one is living in a bubble anymore – no matter where you are
based. Lots of SSOs are waking up to what global mobility and
multi-regional strategies can do for them (even if GBS not a fit
for their business).

With teams collaborating virtually, folks traveling constantly,
and smart phones always online … why would you not harness
the power in your pocket?

11

Robotics will enter the workplace

12

Institutes of higher education will
embrace shared services at higher rates

and global teams will adjust surprisingly well. New jobs will
replace the old (as has been the case for centuries) … we’ll all
survive it, even thrive.

Based on the positive results in the UK, Australia, and North
America.

13

Functional heads will become more
technology proficient
Understanding how and why technology enables your services
becomes your responsibility, and you’ll want to master it to get
the data analytics from your systems.

14

Nearshore will be the solution of choice

15

And finally … the web will force us to
shift our perspective on reality

For technology-enabled SSOs that require customer-tailored
solutions.

As subculture influencers become the new silver bullet of social
media campaigns in the outside world, expect to see a parallel
shift inhouse, with relatively junior people leveraging and
enjoying a certain influence in online forums. On the basis of “if
you can’t beat them join them,” we predict social media-savvy
skills will be in demand. HR departments: you’ve been warned.
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Closing Summary

How Will Shared Services Fit into Your
Future Business Strategy?
SSON’s previous membership survey identified two trends:
first, a shift towards GBS, and second, the leveraging of shared
services achievements in the back office by expanding into
customer facing revenue-generating services.
Our 2014 survey focused on how shared services leaders around
the world are reacting to enormous shifts in the marketplace.
What has emerged is a picture of organizations at various
stages of “global”, in practice if not name. Whether running
(or planning to) a GBS or not, most respondents around the
world have shown themselves to be tackling data challenges
head on, prioritizing technology as a means of driving process
optimization, and showing a willingness to engage with
emerging SMAC [social media, mobile, analytics, and cloud]
opportunities.
The largest segment of respondents described their shared
services as definitely representing a model for improving
business performance/driving value beyond cost savings. Over
half said that they measured the value of their operations by its
impact on business outputs or performance–a significant shift in
what was traditionally seen as a cost-based transactional activity.

In support of this, the most popular finance and accounting
metrics, after cost per invoice, are efficiency levels in procure
to pay, percentage right first time, and days payable
outstanding. In HR, the most popular metrics are SSO staff
per employee, percentage of attrition, and compensation
and benefits related metrics.
Perhaps the most consistent message emerging from this survey
is that over the next five years, practitioners will overwhelmingly
be relying on technology to deliver optimization. What’s driving
this is the senior executives’ need for improved agility as they
expand their businesses into new as well as existing markets.
The business intelligence needed to make the right decisions is
still locked into systems data, but is increasingly falling within the
scope of modern day shared services operations.
In some cases, practitioners are leaning on trusted BPO
partnerships to deliver analytics; in others they are developing
this capability themselves, through in-house centers of expertise.
However arrived at, data analytics presents a step change and
an opportunity for shared services to finally take a seat at the
strategic decision-making table.

Perhaps the most consistent message emerging from this survey is that over the next
five years, practitioners will overwhelmingly be relying on technology to deliver
optimization. What’s driving this is the senior executives’ need for improved agility as
they expand their businesses into new as well as existing markets.
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