
 

 

Business Strategy 

The benefits of an enterprise wide coordinated Shared Services & Outsourcing (SS&O) 

approach (Article 3 of 7) 

In the previous article, we highlighted the difficulties stemming from a piecemeal approach to 
SS&O initiatives. We now delve further by analysing the comparative merits of: 
 

(i) Shared Services; 
(ii) Outsourcing; 
(iii) Global Business Services (or Enterprise-wide Business Services), which refers to the 

integrated approach to SS&O. 
 
Since organizations need to quickly propel their business processes forward (and, in some 
cases, outsource the previous sacred cows), they must evaluate how they can leverage a 
comprehensive global business services framework to obtain value beyond labour arbitrage, 
whilst also bringing consistent approaches to global services strategy formation, transition, and 
governance. 
 
A Global Business Services (GBS) framework is not the same as shared services or 

outsourcing. While the framework calls for evaluation of SS&O solutions, the difference lies in 

an entire organisation collectively leveraging global business services to propel attainment of 

corporate strategies. As mentioned previously, many SS&O strategies remain poorly integrated 

into corporate strategies. A GBS strategy unites functional strategies into a collective plan to 

achieve enterprise-wide objectives.  

PwC clarifies in the following table why GBS strategies are more compelling than standalone 

SS&O strategies. 

Dimension Shared Services Outsourcing Global Business Services 
 

Objective Cost savings, 
improved 
efficiencies, and 
occasionally 
compliance 

Typically cost savings driven Cost savings, efficiencies, compliance, 
service focus, agility, scalability and 
innovation 
 

Scope Typically 1-2 non-
core process/es. May 
include business 
critical processes 

Typically 1-2 non-core 
process/es. 
 
1 or more providers. Typically 
excludes business critcical 
processes 

2 or more processes, often including 
the less obvious choices 
 
Includes business critical processes 
 
Processes are chosen for GBS, unless 
core to the business. Chooses best 
solution (i.e. shared services v/s 
outsourcing) 
 

Scalability Typically limited to 
initial scope 

Highly scalable Highly scalable by design 

Efficiency Leading practice is 
focused on driving 
reduced costs and 
process efficiency 
 
 

Leading practice is focused on 
driving reduced costs and 
process efficiency 

Ability to achieve greater efficiencies 
across processes. 
 
 
 
 



 

 

 

Dimension Shared services Outsourcing Global Business Services 

Effectiveness Standardised 
processes, but 
limited to those in 
scope 

Ability to drive improved 
effectiveness depends on the 
provider 

Highly focused on driving cross 
process effectiveness 
 
Highly standardised processes 
 
Standard data model 
 

Cost savings Cost savings of 
typically 20-50% 
achieved on 
processes in scope 

Cost savings of typically 20-50% 
achieved on processes in scope 

Cost savings are optimised on a much 
wider range of interlinked processes, 
often resulting in enhanced savings 
 
 

Agility Agile as it relates to 
in-scope processes 

Limited by scope of contract with 
the provider 

High, because coordinated centrally 
 

Process 
reengineering 
(innovation) 

Very limited Leverages provider-owned 
capabilities to drive process 
redesign, but is typically siloed 

Focuses on cross-process redesign, 
which drives benefits 
 
Focuses on developing new services 
 
 

Relationship 
management 

Tends to be arm’s 
length 

Arm’s length with third party Strategic partner with the business 
 

Governance Variety of 
approaches ranging 
from siloed to 
coordinated 

Frequently managed as 
separate contracts within 
functions 
 

Centralised and coordinated 

Degree of 
change from 
decentralised 
operations 
 

Moderate Significant Transformational 

Culture Practice is to 
establish a service 
focused culture 

Typically approached as 
managing a third party contract 

Service focused culture is fundamental 
 
Work as a single team regardless of 
whether shared services or outsourced 
 
Transformational change 
 
 

Integration Typically depends on 
a number of shared 
services locations 

Varies depending on size of 
service provider portfolio 

Highly integrated sourcing strategy and 
execution across processes, leveraging 
leaing practices and leSS&Ons learned 
 
 

Dimension Shared services Outsourcing Global Business Services 

Information 
technology 
alignment 

Alignment with IT 
depends on whether 
IT is in shared 
services 

Limited opportunity to achieve 
alignment, even if IT is part of 
the contract 

Strong coordination between IT and 
processes. 
 
Becomes a provider of solutions, not 
technology. 
 
Leverage common IT platform (not 
necessarily single ERP) 



 

 

Impact on 
M&A activity 

Can provide some 
synergies, 
depending on level 
of maturity 

Can be challenging to bring 
processes back in-house, if that 
is the intent 
 
Opportunity to leverage existing 
contract 

Very high degree of synergies can be 
achieved 
 
Speed of integration is improved 
significantly 

 

Many enterprises have successfully implemented global business services strategies. A large 
global FMCG company is particularly well known for developing a shared services organisation 
that has propelled the enterprise’s strategies. It leveraged its third-party service providers, 
including providers from Mauritius, to reduce operating costs by up to 50 percent, drive global 
compliance and leverage innovative, best in class solutions for all global business units.  
 
In the process, the shared services function went from being an organization that employees 
dreaded due to continued cost cutting efforts, to an organisation in which the company’s best 
employees want to work. All this as a result of the organization delivering significant value 
towards its corporate objectives and its employees wanting to be part of that change.  
 
Watch this space as we next analyse the impact of a well executed Global Business Strategy. 
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