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Introduction

SSC - Enterprise Optimization Tool

* Organize & Deliver Internal Support
Efficiently and Effectively

Approach

« Beyond Costs, Labor Arbitrage &
Efficiencies

* Values, Processes & Governance

3 Wave
Approach
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 Build, Stabilize & Optimize
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Real Objectives

Develop
Economies of
Scale

Leverage
Technology

Process
Simplification &
Standardization

Develop
Partnerships &
Strategic
Working Model —
Business Units &
Stakeholder
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Reduce Costs

Gear Up — New
Business
Requirements

Increase Staff
Knowledge &
Service
Capabilities
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Split of Savings - SSC

Only by addressing all three components ‘standardization, consolidation and re-
engineering’, full benefits of implementing Shared Services can be achieved

Components Examples
- - Standardization * Investment in leading-edge
» Standardize processes and policies IT capabilities
2504 « Minimize number of different * Implement global IT standards
systems « Automation of core processes

Consolidation * Single vendor mast(_er data base
- Reduce physical locations + Central shared service center
* Streamline organization * Moving to a low cost site

- Outsourcing, where applicable « Reduced finance staff and
management layers

Re-engineering « Process oriented organization
* Establish a service culture « Service culture through service
* Organize around end-to-end level agreements
processes _
=~ ~ .| + Implement best practice processes * Independent legal entity
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Case for SSC

3 Major Reasons

Scale &
Agility

Better
Services
@ Lower

Costs

Osource (India) Private Limited

Copyright Osource (India) Private Limited 2009 5



OSOUI‘C@

Reason 1 — Innovation

Power to Match What's Needed With What's Possible

Running as a
Business
R
Technology to
Solutions
\

L Y

Enable Real-Time
Decision Making

Virtualize & Model
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Reason 2 — Better Services @ Lower Costs

With Right Foundation in Place, Unleash the Benefits

Service
Levels

Employee User
Survey Sensing
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Reason 3 — Scale & Agility

The Right Foundation for Growth

Think Holistically;

Going Global, Not Just IT, HR or

Group & F&A..All Aspects
Consolidate of Business

Support System

Grow
Partnerships;
Leverage our best
with their best..
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Typical Shared Services Road Map

A A A
D I XD XD

+ Shared Services Vision

+ Scope of Shared Services

+ Current State Analysis

+ Benchmarking/
Opportunity Assessment
(done)

* High Level Operating
Model

+ Process Split Definition

+ Change Management
Strategy

+ Business Case

* Implementation Roadmap

Design the Business Processes
Design the Enabling
Technology

Select Location and Real Estate
Develop Hiring Plan and Recruit
Shared Services Leaders
Refine Communications Plan
Create Workforce Transition
Plan

Develop Training Plan and
Management Development
Program

Design Facilities

Design Service Management
Approach Details

Develop Service Management
Processes

Build Performance Support
and Training Materials
Build-out Facility

Recruit Shared Services
Personnel

Create Service Level
Agreements

Develop Key Performance
Indicators

Develop / Deliver Build
Communications

Build the Organization
Conduct Deployment Planning

Jsource

Execute Deployment Plan
Confirm Service Level
Agreements

Conduct Training and Work
Shadowing

Develop / Deliver Deployment
Communications

Test Shared Service Center
Readiness

Execute Workforce Transition
Plan

Pilot A
Group 2 > A
Group 3

Program-, migration- and change management (ongoing)
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= Management
Checkpoint
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How Do We Start?

Opportunities
for Growth &
Continuous

Improvements

Migration
Strategy

Option
Appraisal :
Shared
Services
Provision &
Recommended
Approach

Robust
Business
Case

Evaluation of
Operating
Models &
Preferred
Approach
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Vision

Introduction

* Organization Specific Benefits

« Alignment with Modernization & Efficiency Agenda

* Free Organizations to Concentrate on 3 Principles: Community,
Governance & Front Line Service Provision

Initial Scope
* Processes & Activities
 Standardization, Streamlining & Automation: SSC is about doing

more with less!
* Focus on Transactional Activities

Future Vision for Business Support Functions

» Diamond Strategy
* Inverted Pyramid Strategy
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Traditional Finance Modern Finance
Function Function

Diamond Strategy

Decision Retained

Support Finance .
Organisation Decision
Support
Accounting
Operation '
Accounting Operations
& Data Management
Shared
. Service Transaction
Transaction Organisation Processing

Processing
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Inverted Pyramid Strategy

10%
Strategy
HR & PAYROLL NOW
20%
» Transactional & Administrative Focus Service And Delivery
» Reactive
« Service Variability
« InGeneral, Informed After the Event 70%
» Growing Complexity & Plethora of HR Initiatives Administration

Traditional Emphasis of the HR Function

Traditional Emphasis of the HR Function

HR & PAYROLL FUTURE

Valued-Added Service and Delivery
50%

Value-Add Focus

e Proactive

« Service Consistency . .

« Involved As Business Partners Integrated And Connected Strategic Planmng
» Streamlined And Simplified Processes 30%

Increased Flexibility And Efficiency Shared Services
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Option Appraisal

= Delivery Approach
— Lift & Shift Approach
— Fix & Mix Approach

= 3 Wave Approach
Build Stabilize  Optimize

Shared Best Focused
Services CErE@Ne Practices Outsourcing
Focus
Customer : Select Customer
Service A S LB Synergies Integration
Governance Autocratic Inclusive Partnership
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Operating Models

Organization Owned SSC

Joint Venture with Business
Partner

Outsource to Business Partner

Operating Models
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Funding

Geographical Positioning

Impact Assessment on
Employees

Evaluation

Extent of Potential Improvement

Operating Model

Cost Benefit

Closeness of Fit with Agreed
Vision, Scope & SSC Strategy

Capacity & Capability of
Business Partner/Organization
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Charging Model

SSC Structure
Technology Architecture
Governance Framework

SLA Framework — Rewards &
Penalties, TAT, Metrics,
Scorecards etc
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Cost & Financial Benefits

Technology
Costs
Incremental
Operational Annual Benefits
Costs

Projected
Implementation Benefits (Over
Cost 5 Years/10
Years)

Financial

Base Costs Payback Period

Case
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Copyright Osource (India) Private Limited 2009 16



QS@UI@@
Migration Strategy

Principles

* Minimize Impact on Employees

* Maintain Current Service Levels

* Risk Mitigation

» Implementation Project : Take Account of
Capability & Capacity for Change

* Cultural Environment

* ROI Within Reasonable Timeframe
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Opportunities for Growth & Continuous Improvements

Future Improvements

*Learning Curve Effect — Annual Improvement
Percentage

*Scope to Reduce Management Layers
*Operating Dimensions & Opportunity Benefits

Increase in Scope

+Inclusion of Additional Specialized Areas

«Extension into other Back Office Functional
Areas

*Extension into Frontline Operational Activities

Increase in Customers
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Preparing for the Journey

Plan Transformation
of Leadership Team Clearly Define
from Transaction Accountability at
Focus to Process Every Step of
Champions to Journey
Integration Managers

Closely Monitor &
Manage Key Focus
Areas
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Questions or Comments?

Osource (India) Private Limited
Unit No. 4, 5th Floor, ‘B’ Wing,
Phoenix House, High Street Phoenix,
462 S. B. Marg, Lower Parel (W)
Mumbai - 400 013

Tel: 91 22 6155 1600

Fax: 91 22 2491 1908

Website: www.osourceindia.com

Creating Optimum Outsourcing Solutions
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