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Who We Are
ScottMadden is a management 
consulting firm with more than 30 
years of deep, hands-on 
experience.

We deliver a broad array of 
corporate and shared services 
consulting services—from strategic 
planning through implementation—
across many industries, business 
units, and functions. 

WHAT IT TAKES
WE DO 

TO GET IT DONE
RIGHT
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Our experienced team has been a pioneer in corporate and 
shared services since the practice began decades ago. We 
employ deep, cross-functional expertise to produce practical, 
measurable solutions.

We have helped our clients with business case development, 
shared services design, shared services build support, 
implementation, and improvement. 

SERVICES

We have completed more than 1,600 projects since the early 
90s, including hundreds of large, multi-year implementations. 
Our clients range across a variety of industries from energy to 
healthcare to higher education to retail. Our areas of expertise 
span the spectrum of middle and back office corporate and 
shared services.

SCOPE

Our corporate and shared services 
knowledge, expertise, and experience are 
unmatched—no other firm has helped more 
clients with more unique solutions. 

EXPERIENCE

About ScottMadden
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Corporate & Shared Services Capabilities
About ScottMadden

DESIGN
 Current state analysis
 Future state design
 Business case development
 Service delivery model design
 Work scope delineation
 Intelligent automation strategy
 Sourcing evaluation
 Organizational design
 Technology evaluation
 Transformation planning
 Implementation planning
 Change management

ASSESS AND PLAN BUILD

IMPROVE

 Strategic planning
 Feasibility analysis
 Benchmarking
 Leading practice assessment
 Performance evaluation
 Project planning
 Leadership education and buy-in
 Staff evaluation
 Change readiness assessment
 Site visits

 Project management
 Service and transaction center build
 Detailed organizational design
 Staffing
 Process redesign
 Technology design, selection, implementation, and support
 Education and training
 Facility design and setup
 Change management
 Sourcing implementation

 Analytics setup and deployment
 Operations improvement
 Governance
 Service expansion
 Cost reduction
 Process redesign
 Intelligent automation opportunities/implementation
 Technology upgrade
 Merger and acquisition integration
 Field resource development
 Customer satisfaction measurement
 Metrics and performance management

4



Copyright © 2018 by ScottMadden, Inc. All rights reserved.

Areas of Focus
About ScottMadden

HUMAN CAPITAL MANAGEMENT

We offer HR transformation (including 
HR shared services), analytics, HR 
systems (selection, implementation, and 
optimization), process design and 
continuous improvement, talent and 
employee engagement strategy and 
programs, and payroll—the services 
your organization needs to excel.

SUPPLY CHAIN

We assist clients across the full range of 
supply chain processes, and have the 
unique ability to create alignment 
between supply chain and its 
stakeholders. From crafting new supply 
chain strategies to restructuring your 
organization to improving your daily 
operations, we help you with every step.

TECHNOLOGY

From IT assessments and strategic 
direction to governance, cybersecurity, 
and risk and compliance management, 
we can help your organization get the 
most out of its IT investment. We also 
help you optimize your projects to focus 
on delivering business outcomes not just 
installed technology.

BUSINESS ADMINISTRATIVE 
SERVICES

We help our clients integrate various 
administrative services into their shared 
services model to improve service 
response performance to the business. 
Services often include real estate, facility 
maintenance, fleet, security, insurance, 
customer service, cafeteria, and others.

FINANCE AND ACCOUNTING

We help companies transform their 
finance and accounting operations. 
Through enterprise financial business 
services, strategic centers of expertise, 
intelligent automation solutions, hybrid 
insource/outsource delivery models, and 
other solutions, we help you increase 
value for your company.

MULTIFUNCTION/GBS

We move shared services to the next 
generation—integrating finance, human 
resources, information technology, 
supply chain, and/or other business 
administrative services into a single, 
multifunction shared services or global 
business services operation with 
effective governance and management.
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Consumer 
Products and 

Services
Manufacturing Technology and 

Communications

Higher Ed., 
Public Sector, 
and Defense

Energy and 
Utilities

Healthcare and 
Pharmaceuticals

Professional 
Services

Representative Clients
About ScottMadden

Note: Representative sample; not all-inclusive of clients served. Excludes numerous well-known clients due to confidentiality agreements
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Advancing Shared Service Operations

Innovate3 Inspire4

Refine1 Expand2
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Taking Shared Service Operations to the Next Level

Refine1
“The whole of science 
is nothing more than 

the refinement of 
everyday thinking”

- Albert Einstein

9



Copyright © 2018 by ScottMadden, Inc. All rights reserved.

Getting from Good to Great
Refine

Many companies have transformed their service delivery models and are now looking 
to improve and optimize services and meet changing business needs.

M
at

ur
ity

Refine
Executive Expectations Change
Desired Capabilities Expand
Complexities Increase

Stabilize & Optimize
Higher Service Levels
Lower Costs
Higher Efficiency
Lower Turnover

Transform
Efficiency
Centralization
Cost Reduction

10
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Factoring Some Challenges…The Usual Suspects
Refine

 Minimal integration 
between tools

 Multiple ERPs and 
supporting applications

Technology

 Limited or casual governance 
– weak change management

 High turnover driven by 
redundant work with limited 
career paths

 Functional focus – no cross-
functional collaboration 

 Transactional focus – not 
moving up value chain

 Fragmented operations in 
multiple locations

Structure and Operations
 Non-standard processes; lack 

of adherence to redesigned 
processes

 Manual workarounds (often 
supported by Excel)

 Functional silos – lack of end-
to-end process standards, 
management, and ownership

 Limited focus on process 
improvement

Processes

 Internally focused; no 
understanding of customer 
experience or needs

 Low customer satisfaction; 
high turnover

Customer Satisfaction

11
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Learning from the  Key Success Factors of Top Performers
Refine

Leveraging technology for 
service delivery

From ScottMadden’s annual benchmarking survey, we see four key areas that move 
organizations from “good to great.”

Focusing on customer 
satisfaction and 
performance

Refining business 
operations, governance, 
work alignment, and 
structure

Optimizing processes and 
building a culture of 
continuous improvement

12
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Refining Business Structure and Operations
Refine

Governance
• Establish governance body accountable for setting policies,

rules, and guidelines
• Develop process ownership framework

Scope
• Reevaluate strategy and vision to ensure long-term scope 

remains in alignment with enterprise strategy
• Expand service center to achieve greater value for the 

company

Stabilization
• Take time to stabilize structure and operations
• Regularly communicate with the business
• Avoid changing direction haphazardly

Organization
• Build on the philosophy of tiered service delivery
• Continuously evaluate skills

13
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Optimizing Processes
Refine

Governance
• Maintain standards
• Create an exception process to validate and approve 

process variants
• Develop and execute process maintenance

End-to-End Strategy
• Eliminate silos by organizing around processes
• Assign an owner to end-to-end enterprise processes, 

responsible for: process performance, process design, 
process investments, etc.

• Ensure processes become the enterprise language for the 
SSO

Continuous Improvement
• Continue to re-evaluate how operations are working
• Focus relentlessly on efficiency and quality
• Update standard operating procedures as technologies are 

enhanced

14
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Leadership Processes, Tools 
& Technology

Organization & 
Staff

Employee 
Engagement

Sustaining A Continuous Improvement Culture
Refine

 Adjust scope of services
 Reduce variations to 

reduce work
 Take the work out of 

processes
 Automate manual 

processes
 Integrate technologies to 

take out repetitive work
 Enable more people to 

do more types of work
 Train on deficiencies 

and/or hire skilled 
employees

15
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Refine

Leveraging Technology for Service Delivery

Technology
• Work with the service center, business partners, and COEs 

to understand what is working and what is not
• Make minor enhancements as needed to existing 

technologies
• Revisit system roadmap and determine if modifications are 

required
• Re-evaluate technologies that were planned for subsequent 

phases (i.e., post go-live)

Cybersecurity
• Understand what is at risk and secure sensitive data 
• Ensure employees understand the importance of protecting 

sensitive information, how to handle it securely, and the 
risks of mishandling such information

• Define security roles and responsibilities
• Establish governance and compliance

16
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Increasing Portal and Self-Service Utilization
Employee portals and manager and employee self-service drive organizational and 
cost efficiencies in HR SSOs. Top performing finance SSOs often set up supplier 
portals to access invoice payment status and other key information.

Refine

Example HR Employee Portal Top performing companies average 2X the 
number of portal hits per employee versus 
comparison companies

 66% of HR portals implemented contain 
personalized information with limited to full 
system integration functionality

 Finance SSOs leverage supplier portals

• Provides efficient, targeted 
communication method between 
company and its suppliers

• Tracks invoice status

• Creates new invoices and credit 
memos that are electronically routed 
for processing, including supporting 
documentation

17
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Refine

Enhancing Customer Satisfaction and Performance

Customer Satisfaction
• Track and strive constantly to improve customer satisfaction
• Compare to baseline on a regular basis and make 

improvements 

Metrics
• Utilize metrics that help you manage the work – don’t report 

metrics just to report them
• Use metrics to find opportunities to improve operations
• Use the metrics to help customers and stakeholders 

understand how the new model is helping them

18
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Factoring Customer Satisfaction Trends
Trend analysis reveals a few patterns
 Typical dip in year one satisfaction
 Challenges with improving satisfaction over time

Refine
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Evaluating Several Methods of Measurement
As survey mechanisms are implemented, shared service areas implement a variety of 
layers to help create a holistic picture of performance and satisfaction.

Refine

ANNUAL/SEMI-
ANNUALLY/ QUARTERLY

POINT-OF-USE

 Surveys sent to a broad 
customer base

 Questions are consistent year-
on-year to permit longitudinal 
analyses

 Question set is more 
developed/lengthy, focused on 
all services provided

 Seeks to develop a baseline for 
global assessment of 
satisfaction, service levels, and 
improvement opportunities

AD-HOC

 One-off surveys, or data 
collection efforts

 Often focused on a 
pressing, or specific, issue 
to be addressed

 Limited to a smaller subset 
of the customer population

 Assessment of satisfaction 
of service at the “point of 
call” or “point of use”

 Often in the form of a brief 
survey questionnaire

 Question set is targeted 
and brief – limited to 
measuring satisfaction on 
key dimensions of service

20
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Managing the Change

CHANGE MANAGEMENT PLAN

Refine

STRATEGY AND APPROACH

Communications Education and Training Marketing

Oversight, 
Organization, 
and Controls

Sponsorship/ 
Stakeholders

Risk 
Management

Feedback/ 
Pulsing

ENABLERS

CHANGE MANAGEMENT PLAN

 Reinforce vision and objectives
 Instill “team” mentality
 Continue to market and promote model

21

Successful change management solutions are based on a well-planned and integrated 
set of initiatives and actions.
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Advancing Shared Service Operations

Expand2
“Growth is never by mere 
chance; it is the result of 
forces working together”

- James Cash Penney

22
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Evaluating Multiple Expansion Methods
After companies implement and refine shared services, they look for opportunities to 
expand and better support their customers. Companies can expand their shared 
services operations by offering more services or supporting more customers.

Expand

 New shared services functions – HR, IT, Supply 
Chain, and Finance
 Additional business administrative functions

 Communication services
 Environmental, health and safety
 Regulatory compliance
 Real estate
 Facilities

 Additional transactions-based functions
 More value-added services

 Additional customers 
 Additional business units within each company
 New geographic areas

 New states, regions, countries, etc.
 Global shared services centers

 Support to other companies (external sales)

Expand Across Functions
More Services

Expand Across Geographies
More Customers

23
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Considering Advantages and Disadvantages of Growth
Expand

Disadvantages of Growth
 Investment requirements—upfront costs to 

transition and centralize technology, staff, 
equipment, and facilities

 Additional bureaucracy 
 Size can hamper responsiveness
 Requires broader technical expertise at 

the top to manage additional functions
 Perception of kingdom-building
 Potential impacts to employees currently 

performing the work

Advantages of Growth
 The shared services model works

• Improves service delivery
• Lowers total costs

 Economies of scale
 Synergies (e.g., onboarding of new 

employees)
 Standardization of processes and 

elimination of redundant processes
 Shared technology
 Shared management and administration
 Cross training
 Additional advancement opportunities for 

shared services employees
 Improved customer service

• Contact center
• Key account management

 Allow business units to focus on core 
processes
24
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Continuing to Drive Scope Up the Value Chain
Expand

 Basic and frequently asked questions
 Routine queries and reports
 Simple transactions

 Complex issues
 Trouble 

shooting

 Design of policy
 Policy exceptions

TIER 0
Self-Service

TIER 1
Generalist 
Support

TIER 2
Specialist 
Support

TIER 3
Centers of 
Expertise

75-80%
of volume handled

15-20%
of volume handled

0-5%
of volume handled

 Administrative Support
 Data Entry
 Inquiry Management
 System Support
 Transaction Support

 Talent Acquisition
 Onboarding Support
 Talent Mgmt. Support
 Training Admin.
 Performance Management
 Reporting Support

Employee Relations
Labor Relations
OE Consulting
Business Analytics

For example: A 
similar trend is 
occurring in HR 
SSOs – higher 
value services:

25
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Assessing the Model’s Evolution to Drive Increased Value
As companies implement both vertical and horizontal growth strategies, they realize 
increasing value from the model.

Expand

Centralized 
Services

Maturity

D
om
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tic

G
lo

ba
l Single-Function 

Shared 
Services

Multi-Function 
Shared 

Services

Global 
Business 
Services

Work has been 
consolidated into a 
single organization 
but processes and 

delivery model have 
not changed

Delivery model is 
transformed to 
integrate work 

across functions and 
further optimize 

processes

Shared Services Global Business 
Services

Centralized 
Services 
(Single-

Function)

R
eg

io
na

l

Ef
fe

ct
iv

en
es

s

2X

10X 

Processes have 
been optimized and 

organization 
operates as a 

customer-focused 
business within a 

business

More than one 
function is managed 

within a single 
shared services 

organization; 
delivery remains 

functionally aligned

H
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on

ta
l G

ro
w

th
(m

or
e 

cu
st

om
er

s)

Vertical Growth 
(more services / functions)
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Understanding the Multi-Function Rate of Adoption
GBS has emerged as the standard operating model for internal enterprise services.

Expand 

>53%
Top 1000 
companies with a 
Multifunction Shared 
Services - 3 or more 
functions

>73%
Top 1000 
companies with a 
Multifunction Shared 
Services - 2 or more 
functions

Trend points toward 
a continuing 

migration to a 
Global Business 

Services with over 
90% of the F 1000 
considering a move 

within the next 3 
years

27
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Defining Global Business Services
Expand

We believe that a true GBS demonstrates five characteristics:
1. Delivers services to a global customer base
2. Reports to one person with responsibility for an overall budget
3. Shares infrastructure, including locations and technology platforms
4. Incorporates end-to-end process ownership
5. Includes higher-value activities

Global Business Services (GBS) is the integrated services capability of 
an enterprise, focused on the delivery of transactional and analytical 

work supporting the business units and corporate, under a single 
organizational structure.

28
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Establishing a “Commercial-Like” Operating Model

STRATEGY
Governance

Demand 
Acceptance

Supply 
Strategy

Service 
Activation

Service 
Operation

Performance 
Management 

and Reporting
Customer  

Management

Business Processes
Tools and Technology

Finance and 
Accounting

General 
Services

Human 
Resources

Information 
Technology

Supply 
Chain

Se
rv

ic
e 

M
an

ag
em

en
t 

Fr
am

ew
or

k

ManageRunDesign / Build / Buy

Expand
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Evolving the Enterprise Wide Governance 

Shared 
Services 
Executive 

Board

• COO*
• BU Heads
• Functional Heads
• SS Head

Shared 
Services 
Customer 

Board 

• SS Head*
• GPOs
• SSAccount 

Managers

Shared 
Services 

Operations 
Board 

• Operations Head*
• SS Managers
• SS Delivery 

Managers
• SS Account 

Managers

• Enterprise Service Strategy
• Requirements Validation
• Budgets 
• Issue Resolution

Shared Services Service 
Delivery

Shared Services Service 
Management

Enterprise Service Strategy

Enterprise Business Strategy

R
equirem

ents

Is
su

es

• Shared Services Strategy
• Services Portfolio 

Management
• Operational Strategy
• Financial Strategy
• Issue Resolution / 

Escalation

• Performance Management
• Resource Management
• Issue Resolution / Escalation

Participants Focus

*Denotes Board Leader

Expand
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Designing Your Services to the Specific Customer Groups 

Most common 
customer segments:

1. Employees
2. Managers
3. Corporate
4. Business Units
5. Suppliers
6. Regulatory
7. Consumers
8. Shareholders

Expand

Service Catalogs are a key component of successful GBS organizations.
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Focusing on the Nature of the Work…Not the Work Itself
Expand

Total Workload

Strategic
Policy Design, 

Corporate 
(not GBS or Shared 

Services)

Requires Subject 
Matter Expertise 

and Business 
KnowledgeFunctional

TransactionalRepetitive task, 
often related to 

administration or 
routine data entry

Specialist
Requires narrowly 
focused expertise. 

Small volume

Hands-On

Requires onsite 
presence by law or 

nature of work

32
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Determining the Extent Work Can Be Consolidated
Expand

On Site Transactional 
Center

Region Support 
Hub

Connected
Specialists

Type of 
Work

Hands on Transactional Functional Specialists

Example 
Services

 Mail handling
 Cash processing
 Audit facilitation

 Invoice processing
 Payroll processing
 Vendor payments

 Closing books
 Financial reporting
 Solving problems

 Tax planning
 Financial forecasting
 Cash flow manage

Central?  Not possible  Great opportunity  Good opportunity 
(but know business)

 Possible, but can 
connect virtually

33
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Assessing Norms – Physical Dispersion, Global Governance

Site/country-specific centers run 
locally, 10%

Site/country-specific 
centers with global 
management and 
integration, 43%

Regional centers run 
locally, 5%

Regional centers with 
global management 
and integration, 31%

Single global center, 10% Other, 2%

Geographic Model

Expand

34

Single “global super centers” are rare, but global coordination is not. We find 
knowledge of business, country regulations, language, and time zone encourage 
regional models.
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Considering End-to-End Processes in Expanding Services
Expand

HR

HR

HR

HR

HR

Workforce Planning

Talent Acquisition

HR Workforce Management

Compensation and Benefits

Workforce Development

Retirement Management

HR End-to-end process example

BU
Leave of Absence – performed 
locally in each business unit

BU
Severance packages – created 
locally based on local policy

“We’ll tackle these over time”
 Often, activities may be left behind during a transition…too complicated, too sensitive
 Opportunities to revisit and expand
 Easier to articulate how these fit into the overall process

35

In evaluating what further services to incorporate into a shared service, consider 
those elements of work that can make most sense from an end-to-end view, and 
therefore further enhance and drive consistency in customer experience.

FIN Category Management

Sourcing

Finance End-to-end process example

BU Order Processing

FIN

BU Inventory Controls and Management

Contract Admin/ProcurementFIN

BU Receiving and Matching

Discrepancy ManagementFIN

Invoice Process and PaymentFIN
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Viewing A Typical GBS Organization
Expand

36

GBS organizations fundamentally shift several processing structures, while 
maintaining some commonality in operations support with more traditional shared 
service models.

Several highlights

 End-to-end process 
orientation

 Separate, accountable, 
customer care

 Enhanced “Operations 
Support” to factor key 
elements of the GBS 
model (e.g., Global 
Process Owners)
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Global Operating Model Characteristics – Maturity Model
Expand

37

Process Standards Fully local
Aligned by Regional 
Business Unit and/or 
Geography

Standard, and integrated 
between policies, process, and 
technology

Process Oversight/ 
Management

Local responsibility –
functional duplication

Functional alignment by 
Regional Business Unit 
and/or Geography

Functional alignment across 
enterprise; Global Process 
Owners

Work Assignment and 
Location

Local assignment and 
reporting relationship -
disaggregated

Regional consolidation of 
reporting, some governance 
in place, particularly with 
service management

Service delivery (processing) 
and management operating 
consistently out of shared 
services, with defined 
governance and delivery 
locations

GBS models can propel organizations further along the maturity curve in key areas, 
driving further enterprise integration of work and processes.

Support Services
Delivered locally, with 
limited understanding 
of costs and services

Regional consolidation, with 
solid understanding of costs 
and services, but sub-
optimizing resource 
allocation across enterprise 

Redesigned service delivery 
model fully implemented with a 
“commercial-like” service 
capability fully deployed

Fragmented Integrated
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Advancing Shared Service Operations

Innovate3
“People don’t know 
what they want until 
you show it to them.”

- Steve Jobs

38
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Cognitive & AI Unassisted Assisted Manual 
Judgment based 

Customer focused 
Problem solving 

Unstructured 
Value adding 

Repetitive 
Semi structured 
Customer facing 

Manually triggered 

Repetitive 
Rules driven 
Structured 

Schedule/event driven 

Pattern matching 
Unstructured 
Self Learning 

Assessing “Disruptive Technology” Impact on Delivery Models
Innovate – Intelligent Automation

Intelligent Automation Continuum

39

The Future of Work is a hybrid of people and software applied in great ways.  
RPA is laying the foundation for Cognitive.

- Symphony Ventures
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Keeping and Eye on “Smarter” Tech
Innovate – Intelligent Automation

Business Digital Transformation

 Acquisition by consulting, BPO, 
ERP

 Increase in banking and insurance
 More strategic enterprise 

application
 Coupling with AI functionality

 Chief data officers…the norm
 Increased focus on data security
 Ethics counseling overseeing 

coding
 Increased use in Centers of 

Expertise

 Decreased outsourcing of traditional services

 Transition of low-cost centers to RPA centers

 Virtual agents replacing service support hubs 

 Smaller, integrated COEs backed with AI (tax, FP&A, 
retention)

Artificial
Intelligence

Robotic Process 
Automation

40
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Starting with “Robotic Process Automation” (RPA) 
Innovate – Intelligent Automation

RPA is the use of a virtual worker (or software ‘robot’) to complete computerized tasks 
using a software application user interface, replacing the need for human intervention. 

It is “logic based software” best used to automate:

How is RPA different from ERP Capability?
 Processes are executed on the user interface level, replicating human actions
 Cross-platform without integration – can assign username and passwords to retrieve and insert data 

without hard interfaces
 Requires less IT involvement to implement, giving projects faster “green lights”
 Scalability and flexibility – “Bots” can run tasks simultaneously. Need to move higher volumes faster? 

Add more “Bots”

Digita l  Repet i t ive Steps

Processes with Impact

Time Consuming 
Processes

Rule/Logic Driven Steps

Processes with Stat ic  
Rules

41
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Considering Virtual Agents
VAs (also referred to as “virtual reps,” “intelligent agents,” or “chatboxes”) are 
customer relationship management software tools designed to mimic the role of 
online, human services representatives. 

After 15 years of development IPsoft launched Amelia in 2014.
 Connects company data, systems and service delivery channels
 Records processes, but adapts if needed
 Draws real-time information from ERPs, CRMs and external sources
 Reads natural language and looks for key information
 Understands and speaks over 20 languages
 Detects underlying meaning of your statements
 Asks clarifying questions
 Measures own performance and self corrects
 Observes successful human interactions and adjusts performance
 Maintains a complete audit trail
 Passes relevant information when escalating to humans

Innovate – Intelligent Automation
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Finance Applications
 Respond to policy questions
 Answer vendor questions on invoice status
 Answer questions on tax application
 Process accounting close items
 Answer questions on past due account status
 Obtain credit calculation information
 Answer T&E questions

Sales and Supply Chain
 Quote a price on a product
 Process a sales order
 Develop a purchase requisition
 Answer a material tracking question
 Alter a shipping route
 Answer an inventory question
 Create a bill

HR Applications
 Respond to policy questions
 Respond to HR questions (e.g. vacation 

balances, retirement funds, etc.)
 Process personal data changes
 Process leave requests
 Orient new hires
 Process recruiting requests

Information Technology
 Respond to policy questions
 Engage in troubleshooting dialogue
 Check credentials and assign user access
 Issue a password reset
 Answer questions on applications
 Collect information for IT requisitions
 Answer network connectivity questions

Considering the Potential for Virtual Agent Technology
Innovate – Intelligent Automation

“In a Few Words, Just Tell Me What You Need…”
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Going Beyond – “Artificial Intelligence” (AI)
AI is the ability for machines to recognize patterns and determine how to achieve an 
objective leveraging data (internal/external) and learning algorithms.

W YX

- Elon Musk, 2017

=x

Pixel pattern Pixel weight Bird species

Routes Traffic Fastest route

Spending amount Spending location Fraud

Debt amount Economic condition Credit line

“AI is the single most likely item in the near future that will affect humanity
…followed by genetic breakthroughs, energy storage, and neural bandwidth.”

Innovate – Intelligent Automation
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Robotic Process
Automation

Virtual Agents
and Chatbots

Artificial
Intelligence

Level of Adoption 55% 10% 5%

Characteristics 
of

Data Input
Structured, rule driven, 

static
Structured data, but requires

cognitive computing
Unstructured/structured 

data with hidden patterns

Nature of Ideal
Process Fit

 Digital Repetitive 
Steps

 Rule-Based/Logic 
Driven

 Time Consuming
 Documented
 Static Rules

 Customer-Interfacing
 Requires access to 

solve?
 Multiple languages 

required
 Multiple time zones 

required

￭ Requires research
￭ Non-routine inquiries
￭ Formula-driven
￭ Requires pattern and

detailed analysis

Process 
Candidate 
Examples

 AP/AR management
 Billing and invoices
 Data 

entry/management

 Customer service 
 Vendor inquiries
 Delivery/scheduling

 Forecasting (e.g., 
FP&A)

 High volume research
 Exception handling

Data structure and integrity is essential across all IA.

Understanding Where to Go From Here
Innovate – Intelligent Automation
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Defining Your Strategy – Objectives of Intelligent Automation
Innovate – Intelligent Automation

Competitive     Competitive     
Intelligence?

Headcount 
Reduction?

Non-Labor 
Related 

Savings?

Improved 
Service 
Levels?

Improved 
Controls?

Scalable 
Operations?

Answers help define program design and funding requirements.
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Enterprise

EnterpriseFinance HR

IT

Business 
Unit

Description Enterprise Role Challenges
 RPA launched from 

within enterprise COE 
or Shared Service with 
high visibility and 
control of efforts

 Almost entirely 
enterprise-led 
approach (typically IT, 
though it could be led 
by another centralized 
business function)

 Less responsive
 Development time 

reduces impact 
opportunity

 Baseline guidelines, 
controls and QA

 Core team provides 
automation services for 
areas unable to 
support own needs

 Provides:
— Direction and 

leadership
— Orchestration and 

quality assurance
— Optional process 

selection/design
— Optional scripting

 Potential conflicts 
between central and 
local efforts and 
authority

 RPA efforts are 
launched locally within 
business functions

 Can have business or 
function specific COEs

 Little/no involvement at 
enterprise level

 Informal ad hoc 
coordination

 Varying quality
 Potential bot impact on 

other departments/bots
 Robot chaos

Centralized

Hybrid

Decentralized

Finance HR 

IT 

Business 
Unit 

Defining Your Strategy – Delivery of Automation Services
Innovate – Intelligent Automation
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Defining Your Strategy – Automation COE Hybrid Exmaple

People Process

TechnologyOversight

 Advocates
 Appropriate skills
 Ability to scale
 RPA expertise

 Standards 
alignment

 Monitoring
 Control assurance
 Benefits realization

 Prioritization 
methods

 Templates and 
checklists

 Process controls
 Best practices

 Technology 
standards

 Architecture 
guidelines

 Dev environment
 RPA platform

Innovate – Intelligent Automation
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Choosing the Right Path for Your Organization…

Your Automation StrategyYour Automation Strategy
Scalable 
Operations and 
Competitive 
Intelligence

Hybrid Model: 
Centralized to promote 
scale, decentralized to 
customize BU 
intelligence 

More complex 
governance, BU 
resistance to 
controls

Innovate – Intelligent Automation

Objectives

Model

Risk Mitigation

Enterprise Finance HR 

IT 

Business 
Unit 
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… Being Cautious of the Challenges
Shared Services organizations face many challenges to articulate the value 
proposition, get through stakeholder hurdles, and implement effectively.

Innovate – Intelligent Automation

Security Risks and Control
• Compliance
• Data security

Relationship with IT
• Availability
• Scale and automation 

roadmap
• RPA technology 

understanding and 
misconceptions

Knowledge Retention
• Loss of human 

expertise

Resistance 
• External (e.g., BPM 

provider)
• Internal 

HR Issues
• Bot IDs
• Employee sensitivities

Customer 
Misconceptions

Governance and 
Oversight Agreement

50



Copyright © 2018 by ScottMadden, Inc. All rights reserved.

Defining Analytics
Analytics vs. Metrics
 Analytics is not simply metrics…it is about driving insight and action
 Analytics is quite different from metrics in the way it changes how a company behaves and 

reacts to data

Innovate – Analytics 

• Enables decision makingMeasures Performance

• Forecasting look forwardHistorical Look Back

• InsightsData

• StorytellingScorekeeping

• UnderstandingReporting

• SelectiveVolumes

• ProactiveReactive

METRICS ANALYTICS
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Leveraging the Shared Service – Data Is At Your Fingertips
Innovate – Analytics 

Purchasing
 Vendor quality scores
 Product demand forecast
 Category spend trends
 Inventory turnover/cycle
 Raw material patterns
 Administrative spend patterns

Human Resources
 Working patterns 
 New-hire trends
 Medical/disability usage
 Key competency changes
 Retirement demographics
 Time-to-fill positions
 Departure reasons/trends

Information Technology
 Web hits
 Server volume patterns
 Handheld device patterns
 Portal usage patterns
 E-Commerce success
 Social media hits
 Data center peaks/valleys

Financial
 Customer credit risk
 Travel and expense trends
 Cash position
 Payment terms
 Debt interest rates
 Asset depreciation
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Transitioning to an Analytics Function
Several key success factors will enhance the opportunity for success of a new or to 
improve an existing analytics group.

Innovate – Analytics 

Key Success Factors

 Focus on critical business 
challenges

 Leverage a governance 
board to provide feedback 
on analysis priorities

 Ensure connectivity to 
systems in place

 Set manageable goals

 Data specialists or “data 
scientists” 

Analytics 
Function

Strategy

Organization

Governance

Processes
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Track Analysis Requests
Formalize analysis requests 

process and information
gathering

Communicate 
Priorities

Define where the 
organizations effort 

will be dedicated and 
who will be informed 

of resultsBenefits 
Impact 

Recruiting

Causes 
of 

Turnover
Employee 

Health

Salaries 
Affect

Engagement

Shift 
Schedule & 
Retention

Creating an Analytics Portfolio Management – HR Example
Innovate – Analytics 

Evaluate Analysis 
Requests

Use standard processes 
and tools to evaluate and 

prioritize the analyses

1. Track 2. Evaluate 3. Communicate
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Evaluating Social Media Opportunities with Technology
Social Media Technologies
 Social applications are gaining 

popularity, particular in the HR 
space
 Interactions through new social 

media channels are increasingly 
being used as a differentiator for 
organizations 
 Some 80 million "millennials"—

young and tech-savvy social media 
and mobile apps users – are now 
the largest workforce population

Innovate – Social Media

Source: Frost & Sullivan

What can we learn from externally-facing customer 
care organizations?
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Enabling Employees through Social Media
Leverage social media sites for collaboration purposes – posting questions, 
resolution of issues, document collaboration, employee engagement, new ideas and 
innovation.
 Social media applications produce significant interest but other priorities prevail

Innovate – Social Media

HR Technology Example:

Source: Graph is from Sierra-Cedar  2017 HR Systems Survey
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Leveraging Social Media – A Talent Acquisition Example
Talent management is a trending focus for Shared Services Organizations. Talent 
acquisition is a significant part of this puzzle and highly enhanced by social business 
tools.

Innovate – Social Media

91% of new hires referred by 
high-performing employees 

exceed performance 
expectations after 12 months

Source:  ScottMadden
57



Copyright © 2018 by ScottMadden, Inc. All rights reserved.

Advancing Shared Service Operations

Inspire4
“Aerodynamically, the 
bumble bee shouldn't be 
able to fly, but the bumble 
bee doesn't know it so it 
goes on flying anyway.” 

- Mary Kay Ash
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Engaging Employees

Taking the “long view” on employee opportunities and capabilities will
motivate the right staff to deliver and to be around for the long haul

Inspire

“We are more concerned with 
opportunities for development than any 
other aspect of a job.”

“I like to be recognized for good work.”

“I want a supervisor I can communicate 
with directly and openly.”

“I am tired.”

90% of learning and development takes place 
on the job 

What Are Employees in the Workforce Saying?

Lack of recognition or praise for doing good 
work is responsible for a 10% to 20% 
difference in productivity

The #1 reason people leave their job is directly 
related to their manager

Stress and work-life balance is also a top 
reason employees leave their job
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Cultivating Employee Engagement and Culture in SSOs
ScottMadden’s SSO Talent Management Survey identifies communication, 
recognition, and culture building events are favored engagement tactics.
 Small SSOs indicate events focused on building culture are slightly more effective than 

award and recognition programs
 Large and medium SSOs rank award and recognition programs as more effective

Inspire

Which tactics are most effective for engaging employees 
and building culture within your SSO?

Other

Affinity clubs

Corporate volunteering opportunities

Events focused on building culture

Award and recognition programs

Regular communications

Popularity of Choice

Source:  ScottMadden
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Validating Your Employee Value Proposition (EVP)
Upward career potential, monetary incentives, and additional training opportunities 
are reported as top drivers for retaining staff among survey respondents.

An effective EVP:
 Provides a clear, concise, and overt statement on rewards
 Is helpful in markets where talent is difficult to attract
 Differentiates a company as an employer of choice and provides candidates a clear view

Inspire

Additional 
training 

opportunities, 
24%

Upward career 
potential, 40%

Monetary 
incentives, 

26%

Recognition 
programs, 6%

Other, 
4%

What is the biggest 
driver for retaining

staff in your 
organization?

Source: ScottMadden Talent Management in Shared Services Survey
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Selling New and Marketable Skills – Shared Service Proposition
Inspire

Account Manager

Functional Leader

Data Analytics 
Role

Robotic Process 
Automation COE

Business 
Intelligence COE

Customer Services 
Roles

Master Data 
Management
Forecasting, 

Planning, & Analysis 
COE

Continuous 
Improvement

SLA Business 
Liaisons

Global Process 
Owners

N
EW

 P
O

SI
TI

O
N

S

= 
N

EW
 M

A
R

K
ET

A
B

LE
 S

K
IL

LS

Global Minded 
Leadership

Data Science/Analytics

Artificial Intelligence 
Application

Business Unit 
Knowledge

Customer Relationship 
Management

Data Governance

Financial Forecasting

Business Case Design

Negotiation

Country Legal/Culture
Knowledge

The Enterprise

BENEFITS
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Using Career Paths
Almost 80% of participants report having defined career paths for their SSO.
 A mix of vertical and horizontal career paths is the predominate choice among all groups in 

the survey
 Multifunction, less mature, and small SSO operations are less likely to have career paths

Inspire

9%

10%

60%

21%

What best describes the nature of the career paths you 
have defined within your SSO?

Vertical career paths

Horizontal 
career paths

Career with vertical and 
horizontal paths

No defined 
career paths
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Yes
51%

No
49%

About half of SSOs’ career paths include progression to other positions outside their 
organizations.
 Career paths defined within small operations are less likely to include progression to other 

positions outside of their SSO than larger SSO organizations

Using Career Paths (Cont’d)
Inspire

Do your career paths include progression to other 
positions outside your SSO?
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Emphasizing Career Development
Below is an illustrative example of a potential career path for shared services:

Inspire

ESA / Sr. ESA

Leave Specialist 
/ Sr. Specialist

WFA Associate / 
Sr. Associate

Recruiting / 
Onboarding 
Associate / Sr. 
Associate

Benefits Support 
Rep.

HR Coordinator

Program 
Coordinator

Supervisor, 
Employee Services 
(ESA / Recruiting / 
Benefits / LDM)

Supervisor, WFA

Sr. HR OpEx 
Analyst

HR Specialist, 
Compliance

Recruiter

Analyst / Sr. 
Analyst (Benefits / 
Compensation / 
OD&L)

HRBP / Sr. HRBP

Associate 
Director, 
Employee 
Services

Manager, HRIS

Manager, Benefits

Manager, TA

Manager, HR

Executive 
Director, Shared 
Services

Director, TA

Executive 
Director, Benefits 
and Recognition

Executive 
Director, OD&L

Director, HR 

H
R

 S
SC

C
O

E/
LO

B

The diagram above is not hierarchical, but rather an example of a career path.65
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Responding to Millennials
Inspire

Leading shared services 
organizations have 
developed talent 
management strategies to 
adapt to a new way of 
working.
 Social networks are most 

commonly incorporated in 
shared services centers 
that are newly launched

 Mobility and collaboration 
are pursuits of desirable 
work places

 Reverse mentoring is most 
common among mature 
shared services 
organizations

SSON 2017 State of the Shared Services Industry Report
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Responding to New Generations – Agile Activity Management
Shared services organizations are using a variety of online tools to increase 
productivity, collaboration, and transparency, and to provide real time status and 
ongoing touchpoints for flexible work styles.

Inspire

Link to file folders 
organizing supporting 

materials

Chat functionality

List of key 
activities with their 

own sub-folders

Organization Transparency Oversight

Collaboration AgilityEngagement
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Integrating a Modern Learning Approach – A Collage
Changing learning styles including due to millennials and generation Z, and the 
nature of the co-operative work environment require action.
 There has to be a multi-pronged approach to learning and knowledge transfer, heavily 

leveraging technology to deliver and track training achievements.

Inspire

Classroom Training
• Teacher-led 

classroom 
instruction

• Web-based training
• Simulation-based 

training

Self-Directed 
Learning
• Assigned Learning
• Self-Study on 

learning portal
• Other Self-Study

Peer Training/
Mentorship
• 1:1 Peer Learning 

with SMEs

Application
• On-the-job 

practicing of key 
concepts 
confirming 
understanding

Assessments
• Objective testing of 

key concepts prior 
to application
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Benefits of Shared Services Performance Accelerator
Performance Accelerator

Identify gaps and drive continuous improvement1.

2.

4.

5.

3.

Prioritize improvement initiatives

Understand how you compare to benchmarks and 
leading practices

Support business case for continued investment

Gain perspective from shared services experts
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Shared Services Performance Accelerator Benefits All
Performance Accelerator

Maturity Curve

Start-Up Growth

 Policy harmonization
 Process redesign
 Service delivery 

model review
 Organizational 

structure 
 Technology 

implementation
 Governance model

 Process redesign
 Expansion opportunities 
 Leverage of leading 

practices and benchmarks
 Training and staff retention
 Other technology 

investments
 Multifunction integration
 Governance clarification

 Continuous improvement
 Expansion opportunities 
 Customer satisfaction
 Leverage of leading 

practices and 
benchmarks

 Career pathing 
 Technology optimization
 Multifunction 

optimization

Mature
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 Metrics
 Reporting 
 Knowledge 

Content
 Training

 Organizational 
Structure

 Work Activities
 Roles and

Responsibilities
 Training and 

Development

 ERP Systems
 Vendor 

Technologies
 Applications
 Self-Service
 Workflow
 Analytics

 Policies
 Functional and 

Operational 
Processes

 Infrastructure
 Procedures
 Tools and Job Aids

Performance Accelerator Components
Performance Accelerator

Functional 
Leadership

Shared 
Services 

Leadership

CustomersServices
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Wrapping Up
Housekeeping items to help us improve!
 Please complete the following items before you leave:

• Workshop assessment/evaluation form
• Collateral request card

ScottMadden activities you can participate in:
 Stop by ScottMadden’s booth for additional information or to learn more

• Finance and HR benchmarking studies
• Information on Getting Started
• Shared Services Performance Accelerator (demo drive)

Thank you for participating in today’s workshop and enjoy the rest of the conference!
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