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Research Background

In February- March 2012, HfS Research and PwC jointly conducted a survey,
The Future of Global Business Services, to identify the drivers and results of
organizational efforts to improve business support services.

Prior to this study, little relevant research had been done on how
organizations maximize the impact of their shared services, Global Business

Services (GBS) and outsourcing strategies.

The analysis which follows is a joint product focused on the responses from
325 participating organizations.
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Executive Summary

® Organizations largely achieve the global sourcing objectives they focus on,
such as cost reduction, but are challenged to achieve other related
objectives such as scalability, flexibility and innovation unless a disciplined
focus is applied.

® Organizations have begun to put less relative importance on cost
reduction objectives and far more importance on objectives such as talent
management, organizational efficiency, scalability and flexibility.

Shared service and outsourcing efforts create substantial value, but
outsourcing infrequently delivers significant impact beyond cost reduction.

There are still a significant number of organizational functions which could
use shared services or outsourcing delivery models much more extensively
and effectively.

® The benefits of expanding shared services and outsourcing can be fleeting
unless appropriate governance and performance management are
addressed.

® Organizations with centralized governance teams, such as Global Business
Services, typically generate the greatest benefits.
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Respondent profile/demographics
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Respondent Industry and Revenue

Respondents’ Industries Locations of Respondents’ Operations
All Enterprises and $3B+ Enterprises All Enterprises and $3B+ Enterprises
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Source: HfS Research and PwC 2012, All Enterprise N = 325 Enterprises and 188 $3B+ Enterprises
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Size of Enterprise and Operating Locations

Size of Enterprise by Number of Employees Respondents’ Revenue Size
All Enterprises All Enterprises
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Findings
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Organizations are leveraging shared services and
outsourcing delivery centers on a regional basis to
address global needs

Locations of Shared Services and Outsourcing Delivery Centers
Respondents from $3B+ Enterprises

70% - In what regions are your shared service centers or your service
providers' delivery centers located? (choose all that apply)
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Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
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Shared services and outsourcing programs have
created substantial value for their organizations

Respondents’ Estimated Outcomes from Shared Services and Outsourcing Programs

Respondents from $3B+ Enterprises

Driving Innovation into services

Quality

Contribution to corporate business strategies

Productivity / operating efficiency

Internal operating costs

In terms of outcomes achieved from your current shared services and outsourcing

initiatives, how would you estimate the impact on:

1|

0% 20% 40% 60% 80% 100%

% of Respondents

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue

Strong Positive Impact (> 20%)
B Modest Positive Impact (+5 to 20%)
B Minimal Impact (+/- 5%)
B Modest Negative Impact (-5% to -20%)

M Strong Negative Impact (> -20%)
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Today, organizations are focused on leveraging shared
services and outsourcing to drive process efficiency
and create scalable, flexible operations

Importance of Program Objectives Today

+ .
Respondents from 538 Enterprises How important are the following business objectives behind your company's

shared services and outsourcing strategies today?

Drive process efficiency (i.e. cycle time, quality)
Increase scalability and flexibility of operations

Reduce costs

Support global growth strategy
Transform processes (e.g. cross-functional process redesign, ...
M Very Important
Ali i ith global
ign support services with global corporate strategy B Somewhat Important
Improve compliance capabilities B Not Important
Drive cultural change

Gain access to talent and capabilities

improve access to technology

0% 20% 40% 60% 80% 100%
% of Respondents

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
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Programs with centralized governance organizations
create the best outcomes

Governance Organization Models
Respondents from $3B+ Enterprises

Strong Positive _

Impact
(>20%)
Which of the following best describes your shared services
and outsourcing governance organization:
B One centralized global team for all functions
Modest
Positive Impact -
(+5 to 20%) B Separate governance teams for different
functions
B We have no governance team
Minimal
Impact i
(+/- 5%) Average of Average of Average of Average of Quality Average of

Operating Costs Productivity Business Strategy Innovation

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
Analysis of question: “In terms of outcomes achieved from your current shared services and outsourcing initiatives, how would you estimate the impact on:”
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Shared services is the primary service delivery model
for HR, finance, procurement, and customer service

Use of Shared Service and Outsourcing Strategies by Function
Respondents from S3B+ Enterprises

Which of the following services are part of your shared services and/or outsourcing program?

Finance and Accounting
IT

Human Resources

Procurement

Customer Service
Facilities Management
Print Mail Operations
Supply Chain and Logistics
Industry-specific Process
Legal

Sales and Marketing

0% 20% 40% 60% 80% 100%
% of Respondents

B Shared Service M Outsource M Both EN/A

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
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Hybrid or shared services delivery models are the
dominant choice across all industries

Industry Use of Sourcing Models
All Respondents

Transportation and Logistics

Energy, Oil, and Gas
Which of the following delivery frameworks
Entertainment, Media, and Publishing best describes how your organization currently
operates?

Public Sector . -
m Use outsourcing (limited/no shared

Utilities and Telecom services)

. . ® Use a hybrid of shared services and
Pharma, Life Sciences, and Health Care outsourcing

Financial Services, Banking, Insurance ® Use shared services (limited/no
outsourcing)
Software and Hi-Tech

® No shared services or outsourcing
Retail and Hospitality
Manufacturing / Industrial Products

Consumer Packaged Goods
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Source: HfS Research and PwC 2012, N = 315 Respondents
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Programs that have greater alighment with corporate
strategies create better outcomes

Alignment with Corporate Strategies Impacts Outcomes
Respondents from $3B+ Enterprises

Strong Positive , .
g - In terms of outcomes achieved from your current shared services and

:T;g:/t) outsourcing initiatives, how would you estimate the impact on:
(o]
Modest ‘ Our shared services and/or
Positive Impact ‘ outsourcing programs' goals are
(+5 to 20%) aligned with our corporate strategy.
m Strongly Agree or Agree
M Neutral
M Strong Disagree or Disagree
Minimal 4
Impact
(+/-5%)
Modest Negative

Impact

Operating Costs Business Strate ualit Productivit Innovation
(- 5% to -20%) p g gy Q % y

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
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Importantly, those who manage performance create
better outcomes

How Well Performance Management Is Executed Compared to Outcomes
Respondents from $3B+ Enterprises

Strong Positive
Impact
(>20%)

Modest
Positive Impact
(+5 to 20%)

Minimal
Impact
(+/- 5%)

Modest
Negative
Impact

(-5 to -20%)

Strong
Negative
Impact
(>-20%)

Operating Costs

In terms of outcomes achieved from your current shared services and outsourcing
initiatives, how would you estimate the impact on:

How well do you execute performance
management processes?

B Well or Very Well

H Very Poorly or Poorly

Innovation

Productivity Business Strategy Quality

Source: HfS Research and PwC 2012, N = 188 Respondents from enterprises with more than $3B in revenue
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Contact Information

For more information, contact:

Charlie Aird
charles.l.aird@us.pwc.com

Derek Sappenfield
derek.sappenfield@us.pwc.com
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