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What Are Shared Services and What Are the Benefits ?

Shared Services is a customer-focused organizational structure and service model
that provides back-office support primarily to internal customers and
eliminates redundant processes, systems, and organizations.

Shared Services Enables Key Shared Services Attributes

« Standardization of processes and systems
« Increased levels of automation

« Reduction or containment of costs

« Improved controls

« Enhanced service levels

« Access to new technologies

 Optimization of skills/capabilities

« Built upon standard processes, policies,
and systems

 Focuses on delivering excellent customer
service

« Strives for continuous improvement
« Run as a separate organization

- Enabled by emerging technologies




What SSC can do for your Organization?

- Developing the business case to gain management support

- Overcoming organizational challenges and change management for
seamless implementation

« Creating a governance model to support Shared Services initiatives

- Evaluating pricing and costing methodologies for optimal fees and funding
models

- Assessing service offerings and aligning them with business needs

- Establishing performance metrics to evaluate effective service delivery



Shared Services vs. Centralized Services
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Shared Services Objective

Shared Services is often confused with the centralization of functions into one

physical location. In fact, Shared Services is much more:

« Strategic pursuit of process
standardization enabling more
efficient processing

« Customer-service oriented mindset

« Back-office functions run as a front-

R office (“run like a business”)
SRS . . .
98 « Service managed via Service Level
S
A % Agreements, “contracts” between

operating units and the Shared
Services organization

« Skilled and scarce resources
leveraged across multiple operating

units

Service/Responsiveness « Operating units focusing on their
core processes and analysis



Split of Savings

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
IT capabilities

* Implement global SAP standard
« Automation of core processes

« Standardize processes and policies
* Minimize number of different systems

« Single vendor master data base
« Central shared service center
* Moving to a low cost site

+ Reduced finance staff and
management layers

Re-engineering » Process oriented organization
+ Establish a service culture » Service culture through service
* Organize around end-to-end processes level agreements

Independent legal entity




Typical Shared Services Road Map

Typically Shared Services Projects have 4 Phases:

10-14 Weeks

3-5 Months A 6-12+ Months A 2-16 months
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NOTE: Timeframes above are illustrative and vary depending on organization size, Shared Services scope, A = Management
ERP solution status, efc. Checkpoint



Future of Shared Services

-

Blended Models

Regional Centers (Core
Business & Language
Centric)

Strategic & Tactical 3
Party Business Partners

\
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Global Governance
Committees

Multiple 3rd Party
Relationships

Dedicated 3rt Party
Relationship Managers

Standard Performance
Management : SLAs
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Transformation &
Growth

Dedicated
Transformation Teams

Ongoing 3rd Party
Training & Coaching

Performance
Management




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
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