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Shared services and 
outsourcing: the next step 

You shake up the whole company and that is 
healthy, as long as you manage the process 
well. You lose momentum again when the 
new shared services organization is 
becoming a silo for itself.  

Joachim Jaeckle, Corporate Senior Vice President  
of Financial Operations, Henkel 
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Shared services and outsourcing 
The next step 

 Many organizations have begun to implement a 
multifunctional approach to shared services. This 
relates to handling non-core company activities. 

 Tomorrow’s global business services model is 
multifunctional, fully integrated, end-to-end 
process oriented and can transform your business. 
Typically, this is achieved through the creation of a 
unified global business services units. 

The models vary enormously – by:  

► Degree of integration  

► Geographic location  

► Single versus multiple centers  

► Captive provider versus outsourcing (or a hybrid)  

► Governance arrangements 

All models share the same core 
drivers. Cost savings remains a 
key objective, but the target is 
also to achieve benefits such as: 
 

► Scale  

► Process efficiencies  

► Standardization  

► Additional value  

► Career opportunities for 
employees  

► Talent sharing  

► Innovation  
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Perfect 10:  
the transformative impact of  
global business services 

Innovation has to be managed 
as a process. If it is left to just 
happen, it will not happen.” 

Graeme Butterworth, Outsourcing Center of Excellence 
Leader for Europe, Middle East, India and Africa 

(EMEIA), Ernst & Young 
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Perfect 10 
No. 1: Typical shared services activity split extension areas 

The list of business services is becoming longer – and moving 
beyond what was once back office. 

Finance IT 

IT Finance 

HR Procurement Sales back 
office 

Marketing & 
creative 
services 

Property 

Trend 

Typical starting point 
for SSC / outsourcing 

What do we expect for the 
future? 

More and more non-core 
services are transformed 
into shared service center or 
outsourced (e.g. HR, 
procurement, marketing and 
creative services).  
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Perfect 10 
No. 2: Integration of shared services functions 

Business services deliver further economies of scale, process 
improvements and more harmonization across the organization. 

Order management Cash management 

Trend 

Typical standalone 
functions 

Order  
management 

Cash  
management 

Tangible order to cash process model 

What do we expect for the 
future? 

Companies will bring 
previously separate shared 
services together and thus 
create global business 
services units. Therefore an 
analysis of interfaces needs 
to processed, as well as the 
definition of end to end 
processes and cross 
functional integration. 
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Perfect 10 
No. 3: Activity scope extension 

If global business services are to deliver more than one-off 
cost savings, they must do more. 

Typical  
value-add 

Transactional tasks 

Trend 

Typical  
value-add 

Transactional tasks 

Tasks that will be moved into SSC/outsourced in the future: 

Rule based controlling (Finance) 

RFP Management (Procurement) 

Reporting (HR), etc. 

Transactional tasks moved 
to SSC/outsourcing 

What do we expect for the 
future? 

Processes will be revisited 
on a regular basis to 
determine if separable parts 
of ‘classical’ core business 
can also be moved into the 
shared service 
model/outsourced. 
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Perfect 10 
No. 4: BPO services revenues by business functions (US$B) 

       What do we expect for   
       the future? 

More companies having 
outsourcing as their main 
strategy as they let go of 
old operating models and 
reluctance to give away 
management of processes. 
Sophisticated price models 
with risk kept by the part 
best suitable and 
companies focusing on 
being a really good buyer 
of services and 
innovations. 

 

 
 
 

Moving to multifunctional isn’t the end of outsourcing. 
Moving up the value chain, more transactional work will 
be outsourced. 
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Perfect 10 
No. 5: Market activity heatmap 

For access to services whenever needed, several locations 
are required to align processes and working practices. 

What do we expect for the 
future? 

Globally aligned processes 
with global process owners 
responsible for e.g. global 
recruiting. Global activities 
split with hub and spoke 
models where central 
consolidators, called hubs, 
provides a single interface 
towards customers while 
their extensions, the spokes, 
are leveraged to provide the 
services in question. 

 

 

 

Portugal 



Page 10 07.05.2014 1° Encontro de Serviços em Portugal 

Perfect 10 
No. 6: Governance shift 

As shared service centers take on more work, lines of 
control are becoming more important. 

What do we expect for the 
future? 

Global business services 
organization and 
management, which in the 
end will diminish silo 
thinking. One global business 
services head forces 
different functions to work 
together and is responsible 
for ensuring service delivery 
from all of them.  
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Perfect 10 
No. 7: From effort focus to outcome oriented KPIs 

Performance measurement tools must be provided. Other functions 
will be reluctant to move to shared services without evidence. 

Staff engagement 

Low - 

Medium - 

High - 

Corporate Alignment 

Low - 

Medium - 

High - 

Business Contribution 

Low - 

Medium - 

High - 

Simple traditional KPIs Effort-focused 
KPIs 

Result-focused 
KPIs 

Combination of traditional and new KPIs 

Trend 

What do we expect for the 
future? 

Better accuracy and 
engagement measures. In 
addition, strategic metrics 
are developed – high-level 
metrics that demonstrate 
results beyond the letter of 
agreement, as companies 
move towards more partner-
like, and result-oriented, 
deals instead of merely 
exchanging cash for services. 
E.g. measurements 
connected to innovation, 
business contribution and 
corporate alignment. 
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Perfect 10 
No. 8, 9 and 10 

The shared services model has been associated with low 
staff morale and high attrition. Multifunctional models are 
offering employees a more compelling career path. 

Many longer-term gains come from innovations realized 
once processes and functions have moved into the shared 
services unit. 

An emerging market can benefit from business services, 
even if a one-to-one labor arbitrage value proposition is 
not applicable. 
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Implications for Portugal 

“The concept of shared services is proven but has come of 
age now. A logical next step is the global business services 
model of tomorrow which is multifunctional, fully integrated, 
end-to-end process oriented and has the power to support 
the transformation of your business. The journey to this 
point has been lengthy, and many organizations still have 
some way to go. However, the direction of travel is clear.” 

Christian Mertin, Shared Services Network Leader  

for EMEIA, Ernst & Young 
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Global business services trends: what do they imply 
for Portugal? 
 

Further develop local talent in terms of technical and language skills to support 
additional tasks. 

Increase regional attraction to international shared service talent on operational 
and leadership level 

Set out for flexible, large-scale shared service facilities with best in class 
infrastructure.  

Improve local legal / fiscal framework for global business services (e.g. investment 
incentives) 
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Thank you 
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About Ernst & Young 
Ernst & Young is a global leader in assurance, tax, transaction and advisory services. 
Worldwide, our 167,000 people are united by our shared values and an unwavering 
commitment to quality. We make a difference by helping our people, our clients and our 
wider communities achieve their potential. 
 
 Ernst & Young refers to the global organization of member firms of Ernst & Young 
Global Limited, each of which is a separate legal entity. Ernst & Young Global 
Limited, a UK company limited by guarantee, does not provide services to clients. For 
more information about our organization, please visit www.ey.com. 
 
About Ernst & Young’s Advisory Services 
The relationship between risk and performance improvement is an increasingly complex 
and central business challenge, with business performance 
directly connected to the recognition and effective management of risk. Whether your 
focus is on business transformation or sustaining achievement, having the right advisors 
on your side can make all the difference. Our 25,000 advisory professionals form one of 
the broadest global advisory networks of any professional organization, delivering 
seasoned multidisciplinary teams that work with our clients to deliver a powerful and 
superior client experience. We use proven, integrated methodologies to help you achieve 
your strategic priorities and make improvements that are 
sustainable for the longer term. We understand that to achieve your potential as an 
organization you require services that respond to your specific issues, so we 
bring our broad sector experience and deep subject matter knowledge to bear in a 
proactive and objective way. Above all, we are committed to measuring the gains and 
identifying where the strategy is delivering the value your business needs. It’s how Ernst 
& Young makes a difference. 
 
© 2013 EYGM Limited. 
All Rights Reserved. 
 
This presentation contains information in summary form and is therefore intended for 
general guidance only. Although prepared with utmost care this presentation is not 
intended to be a substitute for detailed research or the exercise of professional 
judgment. Therefore no liability for correctness, completeness and/or currentness will 
be assumed. It is solely the responsibility of the readers to decide whether and in what 
form the information made available is relevant for their purposes. Neither Ernst & 
Young LLP nor any other member of the global Ernst & Young organization can accept 
any responsibility. On any specific matter, reference should be made to the appropriate 
advisor. 
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