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inTroduCTion

The rBa deputy governor Philip Lowe was recently quoted, 

        Over the medium term, whether  
  or not Australia fully capitalises on 
the opportunities that the growth of Asia 
presents depends critically upon the ability 
of both workers and businesses to adapt, 
and to build and use our human capital. If we 
are to take advantage of these opportunities, 
a highly skilled and outward-looking 
workforce is critical.  

The business transformation and BPo industries can play an 
important and positive role in restructuring the australian 
economy now that the mining boom is slowing.

ahead of Shared Services and Outsourcing Week Australasia 
2013, which will examine the four pillars of what has been coined 
the ‘intelligent enterprise’, we’ve collected some of the latest 
news, research and interviews to give you an exclusive insight into 
some of the hottest topics impacting organisational success.

In this e-book, we take a closer look at two of the themes from 
this year’s event: 

1. Creating a cost effective, agile operating structure 

2. Big data, analytics and actionable insights

BOOK NOW!  Call  02 9229 1000      � registration@iqpc.com.au     �  www.sharedservicesweek.com.au

DOWNlOaD the free app.
Search for ‘SSO Week’
on your smartphone



ZERO OR 
SUPERHERO?
HOW DO YOU STACK UP AGAINST TODAY’S 
‘TOP-PERFORMING’ SHARED SERVICES 
COMPANY BENCHMARKS?

Companies will 
have 50% of their 
operational IT 
staff in low cost 
geographies in the 
next 2-3 years

50%

Top performers 
have 54% of all 
procurement 
activity sitting inside 
global business 
service organisations

54%

Top performers have 
63% of all finance 
activity sitting inside 
a global business 
services organisation

63%

Benchmarking tells you where your business  
is today, and where it needs to be to get, and 
stay, ahead of the competition. Whether carried 
out internally among departments, or externally 
against the marketplace, benchmarking can 
help you cut costs, reduce cycle times and 
improve work quality.

70% of top- performing 
companies plan to 
expand the process 
scope of their global 
business service 
organisations vs. 42% 
for peer companies

70%
72% of companies now 
have multi-function 
global businesss 
service organisations 
vs. single-function 
shared services

72%

80% of top- performing 
companies plan  
to offer knowledge-
centric services in 
their global business 
service organisations vs. 
38% for peer companies

80%

Top performers spend 
12% more on internal 
talent management 
than peer companies

12% One third of all top-
performing global 
business service 
organisations reported 
savings of over 40% in  
the past 12-24 months

1/3

Source: 
The Hackett Group
www.thehackettgroup.com

Top performers have 98% 
of IT application projects 
managed by PMO vs. 75% 
for peer companies

BOOK NOW!  Call  02 9229 1000      � registration@iqpc.com.au     �  www.sharedservicesweek.com.au
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“Build your structure to be a 
‘multi-connected tower’”
Ken Jefferd, General manager, BP elite

“it all starts with the customer for us, and the goal of being ‘easy to do 
business with’.  We need to get the basics right first-time every-time, 
and try to delight our customer during their experience.  i’m looking for 
a connected and efficient organisation all the way along what we call 
the ‘contract-to-cash’ process tower from customer set-up, through 
order-taking, fulfilment, invoicing and ultimately cash collection… and 
traditionally these activities are organised in different teams – they are for 
us.

i see the magic happening when the teams deeply connect with a common 
purpose. We've recently implemented saP, which requires real end-
to-end process discipline.  We ended up, literally, getting people from 
different teams in the same room for extended periods, to develop real 
understanding and ongoing connectivity. as soon as we did that, our 
processes got more efficient, effective, and we were better able to service 
our customers.  

Challenges
“We’ve learnt the value of really understanding the upstream and 
downstream impacts of a role within the process. a conceptual 
understanding of the whole end-to-end process.  unintended consequences 
can be significant, and we found we couldn’t rely on things getting sorted 
out by a few experts.

That can be hard, because it involves change – both in the shared service 
organisation as well as the business. We needed strong leadership, time 
together, aligned values and behaviours and development of the right roles, 
capabilities and performance metrics focused on the customer.”

inTeGraTe Your ProCesses

16th

“Eliminate, simplify, 
automate and 
consolidate”
martin York, Head of fs&o strategy & 
operations, national australia Bank

“Complexity reduction is something that we are 
really focusing on, integrated platforms allow us 
to drive or leverage off technology. advancement 
in that space to make those processes more 
effective.  innovation really is around how you design 
and support your internal processes.  Having an 
operation of excellence is also very important to us, 
it allows us to draw on scale, draw on efficiency and 
more sustainable processes as well, which very, very 
important to us.” 

Process innovation 
“You need to be adaptive and agile. To do that 
you really need to have very robust end-to-end 
processes, and a very clear service framework that 
surrounds those processes, so ultimately we’re only 
good as our process management.

so if you think about end-to-end process innovation, 
the ultimate aim there has to be around making the 
customer proposition more valuable.” 

We needed strong leadership, time together, aligned 
values and behaviours and development of the right 
roles, capabilities and performance metrics focused 
on the customer.”

ParT 1: 

CreaTinG a CosT effeCTiVe aGiLe 
oPeraTinG sTruCTure
With such a rapidly changing economic, business and technological environment, it 
is imperative that organisations reassess their transformation strategies to ensure 
they deliver the desired support and value back to the business. organisations’ 
approaches to customer engagement and competitive advantage have dramatically 
altered, meaning our operational structures must change too to deliver on newly set 
strategic business goals.

Transactional shared service centres focused purely on cost cutting are being 
left behind as right-sourcing, global business services and knowledge-transfer 
partnerships come into the fore, replacing the ‘concrete’ structures of old. 

How do you find a balance between standardisation and tailor-making? Between 
centralised structures and agility? 

it’s time to design or redefine your strategy and operating structure to meet the 
demands of a digitalised economy.

HEAR MORE FROM KEN ON DAY 3 AT 11:30:
moVinG To a muLTi-ToWer, CusTomer CenTriC modeL To aCHieVe ComPeTiTVe
adVanTaGe
• embracing the multi-Tower Centre of excellence structure to become a core business consultant and revenue driver 
• arguments for and against including iT 
• ensuring the fast and efficient onboarding of new functions and services
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are You ParT of THe 42%?

Consultant Marcus Buckingham, who worked at 
Gallup for over a decade, ran extensive studies to 
show how engagement also related to business 
results. he found the most engaged workplaces 
were 27% more likely to report higher profitability, 
50% more likely to have lower staff turnover and 
38% more likely to have above average productivity. 

source: adP Hr Challenges and solutions report

adP’s rePorT: enGaGinG and 
emPoWerinG emPLoYees in 
THe neW WorKPLaCe
in light of the digitalising economy, the corporate search for a 
more human working environment and tools that free up time 
and encourage collaboration is on. all are aiming for a workplace 
where people are more empowered, engaged and productive. so 

how do organisations embark on this journey? 

There are three key issues: 
• Technology
• senior management mindset
• Corporate culture

in the most forward-looking companies, the use of technology 
is not only empowering the workforce by providing, in altana’s 
words, “the tools at their fingertips” so they don’t have to depend 
on other people. it is also attracting younger people and thereby 
producing a corporate culture more amenable to the millennial 
Generation.

Case studies and research show companies that harness the 
latest technology in the workplace do so to:
• improve people’s ability to work effectively at a distance and 
 on the move
• encourage employees to learn and develop through joining 
 communities of practice
• enhance recruitment efforts to tap into new generation talent
• Better market organisations to younger people

But these approaches need senior management buy-in. There 
is still nervousness among some top executives about breaches 
of security, damaging criticism gaining traction on public web 
platforms and competitors capitalising on leaked knowledge. 
it is clear that a company’s approach to technology will depend 
on the type of organisation and their industry. at nitto denko 
for example, where a culture of trust and respect has been 
embedded, employees self-police the system.

Where the workforce is empowered, it will also be engaged. 
People will remain longer in their jobs, feel greater loyalty to 
their team and employer and go the extra mile to provide great 
service.

To win the war for talent in the next decade, senior executives 
need to understand the transformation taking place in the world 
of work. increasingly, work is ceasing to be a place and more a 
state of mind. for large numbers of people, it can happen at any 
time of day and in any place.

executives who understand this and equip their organisations to 
survive in this new world will be the ones still leading successful 
organisations in the Human and mobile age.

CreaTe a CuLTure To suPPorT 
Your sTruCTure

figure 1: accenture Trends in shared services: 
unlocking the full Potential

What percentage of your annual operating budget is 
dedicated to continuous improvement?

8%

34%

43%

16%Less than 5%

5% to 10%

10% to 15%

Greater than 15%
42% of 
organisations 
will dedicate 10% 
and more of their 
operating budget 
to continuous 
imrpovement

58% of 
organisations will 
decide between 0% 
and 10% of their 
operating budget 
to continuous 
improvement

16thHear more from adP with a 
presentation from Jason ryan, 
director of Business Consulting 
multinational sales - asia Pacific, 
on day 2 at 15.00:

MaNaGING taleNt IN tODaY’S GlOBal 
eNVIrONMeNt
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ParT 2: 

BiG daTa, anaLYTiCs & aCTionaBLe insiGHTs
attaining competitive advantage in today’s environment relies almost solely on one thing: 
working smarter not harder.

Gone are the days of blanket branding, manual spread sheets and best-guess approaches. 
each decision must be linked to clear cut data sets which can be analysed in real-time to 
ensure business strategy best-fits its current environment.

Whether it’s cleansing your master data, optimising your erP system or discovering the 
purchasing trends of a customer subset, harnessing the mammoth amounts of data flowing 
through your business is imperative to success.

imagine a world where decision-making rests on immediately-obtainable facts; where 
reporting transparency transcends business silos; where you can tailor-make responses 
whilst retaining a standardised structure. 

This is the world of Big data….

WHaT’s THe imPaCT of diGiTaL disruPTion? 
SSON recently interviewed Donal Graham, asia pacific leader, Back Office transformation at Deloitte, about 
the latest trends shaking up the SS&O industry and how the australian market is changing as a result.

The take up of cloud computing is increasing. There’s still a lot of 
apprehension and misunderstanding, but we’re definitely seeing 
organisations at least dipping their toe, if not embracing the cloud. There’s 
an opportunity for shared services to change from a full ownership and cost 
model to a pay-as-you-use mode.

another area around digital is mobility and the use of personal devices and 
a range of tools.  That will have implications for shared services in terms 
of how its people work and how it interfaces with the business. a lot of 
organisations invested in technology and business intelligence tools and they 
are still to get the benefit from them. The whole digital disruption impact 
is forcing organisations to look at some of these tools in finance and Hr. 

There are three trends that come to mind:
1. a lot of organisations in the corporate sector are going back and 
 looking intensely at their operating model. They’re looking 
 at what savings can be delivered and how they can have a more 
 sustainable operating model going forward. as a result of that, 
 there are more activities coming into shared services and a 
 particular focus on building shared centres of excellence. We’re 
 working with a number of organisations around creating centres 
 of excellence. it can be a really complex area with quite complex 
 reporting.
2. There is a much greater acceptance of offshoring. We see that 
 continuing over the coming months and years. despite some 
 of the misconceptions and barriers, including legislative barriers 
 making the area complex, it’s an area that’s got some definite 
 momentum.
3. over the last 18 months there’s been a lot of negativity around 
 shared services in government both for real reasons; at times 
 it hasn’t delivered and it’s also an area used for political games. 
 notwithstanding that, we’re seeing signs that interest will swing 
 round over the next 12 months – we’re already seeing it in a 
 couple of jurisdictions.

how does the Digital Disruption report effect 
shared services?

WatCh the full INterVIeW WIth DONal here:

our view is that 90% of the fortune 500 companies have some kind 
of Big data project on the way. We have to be realistic and say, that’s 
probably right but in a lot of cases they are very small scoping, testing, 
looking at what can be done around data. We’re certainly seeing 
organisations that have access to a lot of data (including extended 
data sets from the customers and other external sources) at least 
experimenting and really thinking about how they can use it. as with 
digital disruption, the timescales depend on what industry you’re in. 
most organisations are currently suboptimal with the data that they 
have – there’s still huge opportunity to leverage existing data services. 

There are three questions an organisation should ask itself around its 
data:
1. What were the 5 most critical decisions that your business made 
 last year?
2. Could the information that was used to make these decisions 
 have been improved upon in some way?
3. Who in your organisation is responsible for improving that 
 information for these decisions over the next 12-24 months?z

shared services has a definite role and obligation to embrace the tools. The 
impact of digital is different depending on what industry you’re in. retail and 
finance will have big disruption whereas mining and manufacturing will be 
much less. shared services is right in the middle of that.

What are the challenges and opportunities 
with big data?

What are the latest SSO trends in australia?
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Chart 1: digital: Current intensity and incremental disruption source: deloitte report: digital disruption
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microsoft paid over $1 billion to buy Yammer.  enterprise 
vendors are making real and substantial investments to build 
out their social and mobility portfolios – are you? Transforming 
your iT infrastructure to cater for mobility and social media and 
reframing technology offerings internally to help break down 
barriers in your organisation and drive revenue is no longer a 
dream – it’s a reality. and a necessary one if you are to retain 
competitive advantage through innovation.
• identifying the business drivers around a reimagined iT 
 vision 
• Creating the internal value proposition 
• internal education on the benefits of the transformation 
• ensuring a culture of risk management is embraced and 
 controlled 
• developing an iT organisation which is responsive to both 
 business needs and external customers 

Telly desillas, associate director Head of online services, 
Macquarie Bank

disruptive technologies are changing the shared services and 
outsourcing world dramatically. The benefits shared services 
can bring around cost and scalability are no longer limited to 
companies ‘of scale’ – with the advent of managed cloud services, 
mid tier companies are now embarking on transformation 
journeys too. What’s more, the shape and structure of ssos no 
longer needs to be static. services can be tailor made and fine 
tuned to an organisation’s needs – even when those needs are 
changing in line with a volatile or globalising economy. What is 
the true power of cloud computing in our industry? What new 
operational structures are being created as a result? and where 
does your business fit into the puzzle?

Oracle

smaC is CominG To an offiCe near You. are You PrePared?

Business TransformaTion Trends  |  AUSTRALIA 2013

The next quantum leap is going to be based on what the 
provider industry has coined smaC [social, mobile, analytics, 
and Cloud]. 

described as “a new formula for the future of work” smaC 
will be changing the way businesses interact, not just with 
their external clients but also, and for you more significantly, 
internally.

The technology folks at organizations like Cognizant and 
infosys have taken the lead in packaging this cleverly [see what 
a modern worker’s day looks like here].  But take it from us: 
you’ll be seeing this soon, everywhere. and it has significant 
implications for shared services.

so what’s it all about? in lieu of our forthcoming smaC report, 
here’s a taster:
• Top tier organisations are recognising that internal 
 collaboration and knowledge sharing is what gives them a 
 competitive advantage…
• The social revolution has changed, irrevocably, how we 
 communicate in private and at work. The lines are 
 increasingly blurred, and the tools increasingly shared…
• While not too long ago, corporate iT was pushing back 
 against personal iPhones, company policies are allowing, 
 and even expecting, employees to use their own devices for 
 company and business communications – BYod…
• The increased value of data analytics through linking data 
 sources with analytics, while on the move and taking action 
 via cloud-based applications…

LOOk OUT fOR The fULL SMAC ARTICLe COMIng TO 
yOUR InbOxeS ThIS ApRIL! And On SITe AT SSO 
Week, jOIn The fOLLOWIng SeSSIOnS TO LeARn MORe:

everyone remembers the fun of trying to predict how different 
things will look in business by 2020. Well, 2020 is now not so far 
away! every day the latest technologies and ways of thinking are 
aired by commentators, chairmen and just the plain curious. Yet 
futurists have made perhaps the greatest waves by having the 
ability to predict how the continued digitalization of our work 
– and indeed, our lives as a whole – will have a profound effect 
on how we operate. in this session, we delve a little deeper into 
what might come to pass.

Phil ruthven, founder, IBISWorld

“good data is one of the key 
ingredients in gaining insights”
sanjay Patel, executive director of asia Pacific & Japan 
shared Business services, merck (singapore)

http://www.cognizant.com/smac


BiG daTa 5 ToP TiPs:
from rob Hillard, Partner & Coo at deloitte Consulting

remember, Big data can be very small (in size).  for instance, the telemetry 
from an aircraft spans every conceivable aspect of the plane that can be 
measured but on a one hour flight collects only a volume of data that would fit 
on a thumb drive.

don’t assume volume is the same as Big data. Telecommunications companies 
have been collecting call records for years, but they are easily parsed by 
traditional technologies.

Big data tends to risk raising privacy concerns unless great care is taken. 
Because individual transactions are tightly coupled with a wide range of events 
it can be almost impossible to unwind.

Putting individuals (customers, vendors and staff) in charge of their own data 
through personally controlled records can actually open your data up to a wider 
range of uses without the same privacy concerns.

Pure analytics is no longer differentiating, organisations are only now finding 
real points of difference by partnering with other businesses and combining 
data to find new opportunities with the permission of their customers.

Business TransformaTion Trends  |  AUSTRALIA 2013

1

2

3

4

5

source: www.sharedserviceslink.com author: sarah feurey 

n WhAT CAn dATA dO fOR yOU?
 Good data, as we all know, helps us do our jobs better. When  
 you have the figures to understand your business from all   
 angles, companies can respond quickly to change and can   
 understand their strengths and weaknesses

n WhAT IS enTeRpRISe CApTURe?
 enterprise capture helps organizations leverage this   
 information for better business results and more    
 efficient operations. enterprise capture speeds the processing  
 of unstructured information that arrives in media such as   
 paper, email, fax, Pdf and XmL.  

 imagine if you could automatically group, understanding and  
 extract business-critical information from insurance claims,  
 invoices, loan applications, tax returns, shipping manifests,   
 sales orders and other transactional documents. 

 manually, this would be highly impractical.

n eMpOWeRIng yOUR ORgAnIZATIOn ThROUgh   
 enTeRpRISe CApTURe
 enterprise capture exists to feed data to back-end systems at  
 electronic speeds.
 

 By consolidating multiple capture solutions into a single   
 enterprise standard, enterprise capture can reduce the costs
 of managing infrastructure and vendors. in addition, capture
 can be integral to strategies for enterprise content    
 management (eCm) and business process management   
 (BPm).

 iBm has released a white paper which explores the potential of 
 enterprise capture and explains the elements of a typical   
 system. download a copy to read their results.

n hOW CAn enTeRpRISe CApTURe eMpOWeR An   
 ORgAnIZATIOn?
 shared services organizations are generally already capturing  
 documents through oCr or e-invoicing and email. However as  
 scott Blau, datacap’s co-founder said, “say follow-on   
 documents come in via email to a group that is managing   
 a fraud case. You could print them out and send them over
 to the department doing formal capture, but that’s clunky.   
 enterprise capture is calling the same capability you have in
 production capture into the case management system, and
 getting the same result. Being able to leverage existing   
 technology greatly speeds time to market and lowers   
 development and ownership costs.”

HoW sHared 
serViCes Can 
use BiG daTa
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ASK THE AUDIENCE
given all the analytics excitement in the industry, we have been doing some analysis of 
our own on the Australasian marketplace by surveying the delegates to the upcoming 
Australasian Shared Services & Outsourcing Week. Here are some interesting facts and 
figures for you:

Over 45% of those surveyed in ANZ have deemed the integration of Analytics and Value-Add 
Services a top priority for 2013.

28% 25% 25% 24%

experience, capability
and reputation of
service provider Culture fit

Value for 
money Cost

tOp reaSONS tO ChOOSe a SOlutION prOVIDer: 

42% 42% 36% 17%

Keeping up with 
technology

operational 
structuring

Change 
management

stakeholder 
relationships 

/ buy-in

tOp ChalleNGeS SO far thIS Year:

TAKE YOUR SSO TO THE NExT LEVEL
it’s clear to see the nature of business is rapidly evolving and with 
that comes new challenges but also avenues that provide fresh opportunities. Creating a structure 
that’s flexible and harnessing the potential wealth of information that big data provides are just two 
areas that will take your organisation to the next level. 

The australasian shared services and outsourcing Week 2013 has been designed to give you the tools 
and knowledge to transform your business. This is the largest gathering of sso professionals in the 
aPaC region, with over 450 senior executives set to network and share ideas this may in melbourne. 
The agenda is crammed full of industry experts from around the world to ensure you’ll get takeaways 
from each and every presentation. You’ll hear from all the shared services and BPo leaders featured in 
this e-book, along with over 40 more during the course of the three day event.

find out  more information by visiting www.sharedservicesweek.com.au or simply click here to 
access the full agenda.

http://http://www.sharedservicesweek.com.au/Event.aspx?id=849334
http://www.sharedservicesweek.com.au/Event.aspx?id=812588
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