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Who We Are EXPERIENCE
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.

SCOPE
We have completed more than 2,100 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.

SERVICES
We have helped our clients with governance, operational 
improvements, technology, organization design, and 
shared services design, implementation, and 
improvement. 

C
O

R
PO

R
AT

E 
&

 S
H

A
R

ED
 S

ER
VI

C
ES

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

ScottMadden is a management consulting firm with 
more than 35 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

5



Copyright © 2021 by ScottMadden, Inc. All rights reserved. 6

Representative Clients
About ScottMadden

Retail and
Consumer Products

Manufacturing and 
Industrial

Technology and 
Communications

Higher Ed., Public 
Sector, and Defense

Energy and
Utilities Healthcare Professional

Services

Note: Representative sample; not all-inclusive of clients served. Excludes numerous well-known clients due to confidentiality agreements
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Opportunities Exist, Regardless of Your Maturity
Paving the Road to Success

§ 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
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As Shared Services Organization Matures
Paving the Road to Success

Total Employees Served per Total HR Headcount by Maturity
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You Have Shared Services… What Can Go Wrong?
Paving the Road to Success

People and Organization

n Limited or casual governance 
n Weak change management
n High turnover
n Transactional focus
n Fragmented operations in multiple locations

Technology

n Minimal integration between tools
n Multiple ERPs and supporting applications
n Limited use of available functionality
n Low adoption of tools

Policy and Process

n Non-standard processes
n Lack of adherence to redesigned processes
n Manual workarounds
n Functional silos
n Limited focus on process improvement

Data and Knowledge

n Ineffective performance metrics and 
reporting

n Internally focused; no understanding of 
customer experience or needs

n Low customer satisfaction; high turnover

10
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Shared Services Effectiveness Framework
Paving the Road to Success

n Metrics
n Reporting and Analytics
n Knowledge Content
n Operational Performance
n Data Management/Security

n Organizational Structure
n Work Activities
n Roles and Responsibilities
n Training and Development

n Policies
n Functional and Operational 

Processes
n Infrastructure
n Procedures
n Tools and Job AidsHR 

Leadership

Shared 
Services 

Leadership

Customers

n ERP Systems
n Intelligent 

Automation
n Vendor 

Technologies

n Applications
n Self-Service
n Workflow
n Analytics

Services
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an
d

Organ
iza

tio
n

Policy and 

Process

Data and 
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Participate in ScottMadden and APQC’s HRSS Benchmarking Study!
Paving the Road to Success

Find out how you compare to other shared services organizations (SSOs) by taking 
part in the latest cycle of our custom benchmarking study

WHAT?

HOW?
Respond to questions and provide staffing, cost, and
performance data about your SSO. There is no cost 
to participate

WHY?
Receive a personalized report showing how you stack up against your peers on key 
SSO metrics, including peer benchmarks by industry, company size, and region

Access the study at 
www.apqc.org/SMaddenHR
SSO2021
and submit by June 30

Our last study showed that top performers have significantly better HR staffing 
ratios and service center operating costs



People and Organization
ASSESSMENT AREA FRAMEWORK
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Areas of Focus for Quadrant
People and Organization

n Metrics
n Reporting and Analytics
n Knowledge Content
n Operational Performance
n Data Management/Security

n Organizational Structure
n Work Activities
n Roles and Responsibilities
n Training and Development

n Policies
n Functional and Operational 

Processes
n Infrastructure
n Procedures
n Tools and Job AidsHR 

Leadership

Shared 
Services 

Leadership

Customers

n ERP Systems
n Intelligent 

Automation
n Vendor 

Technologies

n Applications
n Self-Service
n Workflow
n Analytics

Services
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Key Levers for People and Organization Effectiveness
People and Organization

Governance

Competency 
Alignment

Role and Work 
Alignment and 
Clarity

Employee 
Engagement

Tiered Delivery Model

Career Paths and 
Development

15
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What Good Looks Like – Leading Practices Model
People and Organization

Single 
Source of Content 

Continuous
Improvement

Vendors

Employees

Defined 
Roles

Integrated 
Services

Direct Access
(Tier 0)

Service Center
(Tiers 1 and 2)

Simple 
Access

Standard
Escalation Paths

Employee interactions

Managers HRBPs

16
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What Good Looks Like (Cont’d)
People and Organization

Top-performing HR shared services organizations have significantly better staffing ratios, including 
within their employee service centers.

HR Staffing Comparisons
Top-Performer Group vs. Comparison Group
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Case Study – Improving Service and the Customer Experience
People and Organization

n Global professional services organization
n Various service delivery models within HR

– Outsourced Tier 1 help desk
– Each HR channel had its own operational or 

transactional-focused group to manage 
routine or administrative work

n Siloed knowledge sources, overwhelming 
number of entry points, and clunky user 
interfaces

n Employee experience in accessing HR 
information and content was overwhelming 
– More than 65 websites that offer HR content
– Both employees and HR went to whomever 

they knew for questions, answers, and 
requests

Situation

Third Party
Help Desk (Tier 1)

Employees

Managers

Customers Service Interface/Service Delivery Strategies, Programs, and Policies

Direct Access (Tier 0)

HR Specialists (Tier 1.5)

Field HR
Vendors

Workday
Operations

Benefits

Centers of Expertise (COE)

Employee Interactions

Manager Interactions

Vendor Interactions

HR Interactions

?

+65 internal 
websites

Help Desk

HCM

?

??COE

Field HR

HR Specialist

Self Service Portal

????

?

Customer

OBJECTIVE: Design a user experience-focused service delivery model and implementation plan that 
incorporates HR stakeholder feedback, considers leading practices, and prioritizes the customer 

experience in HR service delivery. 18
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Case Study – Improving Service and the Customer Experience (Cont’d)
People and Organization

Approach

A
PPR

O
VE A

N
D

 IM
PLEM
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T

n Interviews
n Work activity assessment 
n Labor costs
n Roles and responsibilities, 

organizational structure, and 
staffing 

n Policies and processes
n Technologies and tools
n Volumes and metrics
n Leading practices and 

benchmarks

n Future state service delivery 
model options 

n Work activity alignment
n Potential service center 

locations
n Organizational designs and 

staff sizes
n Metric models
n Policy and process changes
n Recommended technologies 

and enhancements
n Governance model
n Stakeholdering

n Implementation phasing 
approach

n Implementation roadmap
n Communications and 

change management plan
n Training plan
n Implementation metrics
n Implementation team 

structures, roles, and 
responsibilities

n Implementation risks

Baseline Assessment

1

Future State Design

2

Implementation Planning

3
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Case Study – Improving Service and the Customer Experience (Cont’d)
People and Organization

n An in-house leading practice service delivery 
model that:
– Aligned the right work to the right place
– Provided clear access points for customers
– Made the process of HR inquiries and 

performing HR tasks clear and straightforward
– Created a foundation for growth

n A prioritized roadmap that included:
– Immediate actions focusing on activities for 

preparation and readiness for transformation
– Near-term activities that focused efforts on 

implementation of the new service delivery 
model

– Long-term activities that focused on 
stabilization and expansion

Customers

Single 
Source of Content 

Centralized portal and 
knowledge base with 
robust search 
functionality

Continuous 
Improvement

Process improvement 
driven by data Continuous

Improvement

Service Interface/
Service Delivery

Vendors

Employees

Strategies, Programs, and Policies

Defined Roles
Clearly defined roles and 
responsibilities that are aligned to 
the right channel of delivery

One HR
Integrated HR services 
provided by company 
employees

Direct Access
(Tier 0)

In-House Service Center
(Tier 1 and 2)

Clear Scope and 
Simple Access

Employees and 
managers know where 
to go for service

Standard
Escalation Paths

Well-defined workflow 
and hand-off points

Employee interactions Managers
Field HR

Results

2020
May Jun. Jul. Aug. Sept. Oct. Nov. Dec.

Define roles and responsibilities

Develop business case/funding

Increase use of Help Desk

Determine a location

Formalize escalation path

Define and assess competencies
Increase partnership across HR

Catalog websites and content

Select a leader for the Service Center

Rationalize HR technology
Identify policy changes Expand governance

Document current state processes

Gain customer input

Baseline customer satisfaction

Focus Areas

Service Delivery Model

Organization

Infrastructure

Change Management/ 
Project Management

Establish scope of services

Evaluate customer care technology

Inventory People Services initiatives

20
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Areas of Focus for Quadrant
Policy and Process

n Metrics
n Reporting and Analytics
n Knowledge Content
n Operational Performance
n Data Management/Security

n Organizational Structure
n Work Activities
n Roles and Responsibilities
n Training and Development

n Policies
n Functional and Operational 

Processes
n Infrastructure
n Procedures
n Tools and Job AidsHR 

Leadership

Shared 
Services 

Leadership

Customers

n ERP Systems
n Intelligent 

Automation
n Vendor 

Technologies

n Applications
n Self-Service
n Workflow
n Analytics

Services
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Key Levers for Policy and Process Effectiveness
Policy and Process

Defined and 
Evolving Scope of 
Services

Supporting Tools 
and Templates

Harmonized and 
Simplified 
Policies

Defined 
Ownership and 
Governance

Optimized 
Processes

Focused 
Continuous 
Improvement

23
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What Good Looks Like
Policy and Process

Policy and Process Maturity
n Policies are harmonized and written in clear language that aligns with 

company culture
n Processes are standardized, simplified, and leverage technology and 

automation
n End-to-end processes have clear ownership

Scope of Services
n Scope of services across all HR delivery channels is documented and agreed 

upon
n A roadmap for future scope expansion is developed and tied to overall 

organizational strategy, goals, and objectives
n The scope is supported by governance and ties in closely with the shared 

services vision and service catalog

Continuous Improvement
n A proactive CI process focuses on adding value to the enterprise and shared 

services clients
n CI initiatives are managed and prioritized as a portfolio
n There is a standardized performance improvement methodology, including 

repeatable periodic benchmarking, across end-to-end processes
n Collection of key performance indicators (KPIs) is highly automated

24
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What Good Looks Like – Policy
Policy and Process

Policy harmonization will…

Drive organization 
success by governing 
adherence to legislation 
and regulations

Maximize the 
efficiency gains of an 
HR support model

Reinforce a positive 
employee value 
proposition through 
engagement and 
increased transparency

Improve 
operational 
effectiveness and 
reduce errors

And more…

Drive process design
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What Good Looks Like – Process
Policy and Process

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

process variants
n Develop and execute process maintenance

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

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

n Ensure processes become the enterprise language for 
the SSO

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

are enhanced

Document redesigned processes using 
leading practices principles ensuring that:

n There are single, enterprise-wide 
processes, regionally focused at a minimum

n Intake mechanisms for each process are 
clearly defined

n Roles and responsibilities are clearly 
defined

n Service-level agreements (SLAs) and cycle 
times for process steps are captured

n Variation among processes is minimized

n Technology is leveraged where possible to 
reduce manual intervention

n Customer experience is considered 
throughout the process

26
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What Good Looks Like (Cont’d)
Policy and Process

Top-performing SSOs tend to have more 
services in scope and are more likely to 
outsource some of the services to third-
party providers.

100%
99%

100%
93%

98%
76%

100%
87%

95%
73%

79%
92%

67%
60%

36%
55%

1%
7%

4%

4%
11%

21%
3%

32%
21%

64%
25%

1%

7%

1%
17%

9%

1%

16%

5%

1%
19%

1%
20%

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

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Top Performer Group
Comparison Group

Service Scope

Workforce 
administration

HRIS reporting

Recruiting/staffing 
administration

Onboarding

Leaves administration

Employee and 
manager policy 

questions

Relocation

Payroll processing

Yes – provided by in-house staff Yes – outsourced No
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Case Study – Reducing Global Policy Complexity
Policy and Process

n Global HR organization (40+ countries) supporting a 
heavily matrixed and rapidly growing business

n HR headcount growth increasing at same rate as 
employee headcount

n Broad service delivery model transformation to:
– Improve user experience across HR’s services 

and technology
– Provide more strategic support to leaders
– Improve HR’s scalability

n HCM system implementation in parallel

Situation
Key SDM Transformation Enablers

Policy and process harmonization and documentation were critical to achieving the objectives of the SDM 
transformation and HCM implementation

n Unique, loosely followed policies across countries, regions, and business units (1,100 HR policies!)
n Processes and procedures were inconsistent and not well-documented (processes based on tribal knowledge) 

28
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Case Study – Reducing Global Policy Complexity (Cont’d)
Policy and Process

Approach

n Collect and inventory all local, regional, 
and global HR policies and processes

n Identify and establish policy and 
process team members and SMEs

n Conduct detailed policy and process 
analysis

n Identify opportunities to simplify, 
harmonize, and increase accessibility

n Prioritize policy and process 
improvement opportunities based on 
HCM system timeline and impact

n Develop implementation plan

Current State Inventory and 
Assessment

1

Future State Design
2

Implementation Planning
3

29



Copyright © 2021 by ScottMadden, Inc. All rights reserved.

Case Study – Reducing Global Policy Complexity (Cont’d)
Policy and Process

Policy:
n Improved user friendliness and accessibility
n Improved ability of HR to support the policies
n Reduced compliance risk
n Simplified policy maintenance
n Input into HCM system design
n Actions included:

– Decommissioning ~25% of the policies 
– Aligning policy types/nomenclature (reduced 

from 234 policy types to less than 50)
– Simplifying (e.g., reducing legalese, policy 

length, etc.)
– Harmonizing content where local and regional 

culture and regulations would permit 

Results

Process:
n Documented 150 future state HR processes
n Simplified and harmonized processes:

– Reduced unnecessary steps and handoffs
– Limited manual activities
– Reduced administrative burden, particularly for more 

strategic and consultative roles (e.g., HRBPs)
– Limited international variability where local and regional 

culture and regulations would permit
n Incorporated the output of a user experience assessment 

to simplify the processes for both users and service 
delivery teams

n Leveraged processes for HCM system design
n Leveraged the process harmonization approach to engage 

key stakeholders (change management engagement)

30
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Areas of Focus for Quadrant
Tools and Technology

n Metrics
n Reporting and Analytics
n Knowledge Content
n Operational Performance
n Data Management/Security

n Organizational Structure
n Work Activities
n Roles and Responsibilities
n Training and Development

n Policies
n Functional and Operational 

Processes
n Infrastructure
n Procedures
n Tools and Job AidsHR 

Leadership

Shared 
Services 

Leadership

Customers

n ERP 
Systems

n Intelligent 
Automation

n Vendor 
Technologies

n Service 
Center Tech.

n Applications
n Self-Service
n Workflow
n Analytics

Services
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Policy and 
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Key Levers for Tools and Technology Effectiveness
Tools and Technology

Single Access Point 
for Employees

Service 
Management

Standardization 
and Integration

Technology 
Roadmap

Customer 
Feedback

Innovation

33
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What Good Looks Like
Tools and Technology

Technology standardization can have large cost benefits.

$0

$100

$200

$300

$400

MultipleSingle

4.2 X 1.3 X

$0

$100

$200

$300

MultipleSingle

3.3 X 2.0 X

Multiple tools used with some centers using standard tools

Common tool used but different configurations for centers or regions

Single instance used across all centers (full standardization)

Service Center In-House Cost per Call/Inquiry
by Service Center/Customer Care Technology Standardization

Service Center In-House Cost per Transaction
by HRIS Standardization

34
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Leverage and Align Shared Services Technologies
Tools and Technology

Effective service delivery models will require improvements and investments in customer care 
technologies.

People 
Services Portal

Knowledgebase CMS

Computer 
Telephony 
Integration 

(CTI)Interactive 
Voice 

Response 
(IVR)

Customer Automated 
Call Routing 

(ACD)

Case Submission

n Chatbots
n Virtual Agents
n Digital Assistants n Hunt Group and 

Ring Group
n Call Handoffs
n Teleworker/ 

Videoconferencing
n Integration with 

CRM or Case 
Management

n Personalized/role-
based access

35
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Consider the Impacts of “Disruptive Technology”
Tools and Technology

Intelligent Automation Continuum1

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

– Symphony Ventures

Manual
Judgement-based
Customer-focused
Problem-solving

Unstructured
Value-adding

Assisted
Repetitive

Semi-structured
Customer-facing

Manually triggered

Unassisted
Repetitive

Rules driven
Structured

Schedule/event driven

Cognitive and AI
Pattern-matching

Unstructured
Self-learning

1HfS 36
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What Good Looks Like
Data and Knowledge

n 66% of HR portals contain personalized 
information with limited full-system integration 

n Self-service is the norm among both groups

97% 98%

91%
97%

Manager self-service Employee self-service

Use of Self-Service

Top Performer Group Comparison Group

Which best describes your organization’s use of 
an employee portal?

24%

22%

56%

44%

11%

18%

6%

12%

3%

3%

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

Top Performer Group

Comparison Group

Personalized content with full-system integration
Personalized content with limited system integration
Some personalization of content without system integration
Static, non-personalized content
Do not leverage a portal

Robust Portal
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Use Portals and Direct Access to Drive Efficiencies
Tools and Technology

Employee portals and manager and employee self-
service drive organizational and cost efficiencies in HR 
SSOs.

n Top-performing companies average 2X the number of 
portal hits per employee versus comparison companies

Example HR Employee Portal

My Work 
Environment

Workforce 
Administration

Ask
HR

My Time Away
From Work

My Career Mobile
Profile

Start n Using the HR Service Center’s (HRSC) website to 
search for answers to basic HR questions

n Leveraging the HRSC’s website’s direct access 
capabilities for certain transactions

n Submitting inquiries or requests via the HRSC 
website for additional assistance

n Calling the HRSC phone number to speak directly 
with an Employee Services Associate or send an 
email to XXX@XXX.com

Stop n Having to wonder about the status of your inquiry or 
request

n Needing to leave messages for individual HR 
specialists with requests

n Having to take routine, transactional, or general HR 
requests to HRBPs

38
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Case Study – Building a Multifunction Employee Portal
Tools and Technology

n Not-for-profit, academic healthcare system
n Existing IT employee portal/landing page
n Implementing an HRSC, including a new 

service management technology 
n Vision of a single, unified employee portal
n Roadmap for other functions to possibly be 

incorporated into the future employee portal

Situation

OBJECTIVE: Create a single, unified employee portal for all employee needs.

Human Resources

IT

Unified 
Portal

39
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Case Study – Building a Multifunction Employee Portal (Cont’d)
Tools and Technology

Approach: Evaluate key design decisions prior to agile build. 

Determining how to best share page real estate on the landing page, knowledgebase, and e-forms Shared Real Estate

Enabling chat for both IT and HR

Determining the look, feel, and frequency of notifications to users and fulfillers
Look/Feel

Governance

Deciding on timing for system maintenance protocols and annual upgradesSystem 
Maintenance

Determining platform ownership between HR and ITOwnership

Aligning on role-based access and functionality across functionsRole-Based Access

Notifications

Providing mobile capabilities to access portal

Aligning on case statuses, priorities, dashboards, survey management, and more Fulfiller-Side 
Functionality 

Determining differences in reporting and metrics needsReporting/Metrics

Chat

Determining governance structure for future system enhancements and possible incorporation of other 
functions

Future 
Enhancements

Mobile Capability

40
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Case Study – Building a Multifunction Employee Portal (Cont’d)
Tools and Technology

Results

Knowledgebase and e-FormsPortal Landing Page

41
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ASSESSMENT AREA FRAMEWORK
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Areas of Focus for Quadrant
Data and Knowledge

n Metrics
n Reporting and Analytics
n Knowledge Content
n Operational Performance
n Data Management/Security

n Organizational Structure
n Work Activities
n Roles and Responsibilities
n Training and Development

n Policies
n Functional and Operational 

Processes
n Infrastructure
n Procedures
n Tools and Job AidsHR 

Leadership

Shared 
Services 

Leadership

Customers

n ERP 
Systems

n Intelligent 
Automation

n Vendor 
Technologies

n Applications
n Self-Service
n Workflow
n Analytics

Services
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Key Levers for Data and Knowledge Effectiveness
Data and Knowledge

Knowledge via 
Portal

Metrics and 
Reporting

Service
Catalog

Analytics

Service-Level 
Agreements

Data 
Management and 
Security
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What Good Looks Like
Data and Knowledge

Data and Information Management
n Data are defined and definitions coordinated among users
n Source systems defined and enforced procedurally or through system design
n Master data is centrally coordinated and managed 

Knowledge
n Documented institutional knowledge and know-how
n Structured methods for transitioning knowledge from retiring workforce
n Robust content management program
n Easily accessible, customer-friendly content

Service Catalog
n Documented comprehensive catalog of services
n Services reviewed with customers and expanded as needed 
n Alignment of enterprise strategy to HR strategy to shared services specific KPIs

Operational Performance
n Savings are reinvested or returned to the business
n Service levels and performance targets are established with input from customers
n SLAs exist and provide clarity on roles and responsibilities of customers and providers
n SLAs are simple and are clear to customers
n SLAs have objective measures that set expectations with customers and partners
n Clear and standard costing model used

45
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Leverage an Operational Support Team
Data and Knowledge

n The operational support team is as an internal 
resource for the continuous maintenance and 
improvement of the service center

n The operational support staff monitors service center 
performance, provides training to service center staff 
and customers, and ensures key systems and 
content are up to date and maintained

Metrics/
Reporting

Training 
and Change 
Management

Knowledgebase 
Content

Quality
Management

Systems
Management

Continuous 
Improvement

Shared Services 
Operations Team
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Develop Metrics and Reporting Capabilities
Data and Knowledge

To understand and measure operational performance of the service delivery model, the HRSC should 
routinely monitor operational metrics by leveraging data provided by customer care technologies and 
feedback channels. The following metrics are popular and effective targets for initial performance 
tracking.

Case Volume First Contact Resolution Case Aging Direct Access Usage

Service Levels Resolution Tier Customer Satisfaction Service Center 
Productivity
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Case Study – Leveraging Metrics to Drive Down Case Volume
Data and Knowledge

n A large beverage manufacturer 
n Newly implemented ERP, service 

management technology, and shared services 
operating model for HR

n Quickly growing backlog of case submissions 
at an unsustainable rate

n Daily increases in the delta between cases 
created and cases resolved

n Low Tier 1 case efficiency

Situation

OBJECTIVE: Quickly drive down case backlog/daily case submissions and increase Tier 1 
efficiency in steady-state case management.
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Case Study – Leveraging Metrics to Drive Down Case Volume (Cont’d)
Data and Knowledge

Initial steps to quickly drive down the growing 
case backlog:

n Built new individual and team dashboards 
focused on a prioritized set of case metrics 

n Reprioritized case metrics critical to 
identifying bottlenecks and driving down 
case volume during hypercare 

n Leveraged the continuous improvement 
team to review, categorize, and route 
general cases

n Created an agile team to handle specific 
complex case types in order to free up Tier 1 
time

Approach
Monitor Performance – Utilize personal 
metrics and dashboard to enhance 
transparency into daily case resolution volumeKey Tactic

n Case pipeline (new, open, pending, 
resolved) by team

n Case aging by case type
n Case priority 
n Open and resolved cases by Tier 1 

agent

49



Copyright © 2021 by ScottMadden, Inc. All rights reserved. 50

Case Study – Leveraging Metrics to Drive Down Case Volume (Cont’d)
Data and Knowledge

Approach: Additional tactics to drive down daily case submissions and increase Tier 1 efficiency:

5. Rewarded Performance – Recognized top 
performers each week with a shout out in the 
newsletter, gift card, team recognition, certificate, 
etc. 

6. Enhanced Knowledgebase – Identified key 
questions and topics from the field to enhance 
and develop new knowledgebase articles and 
FAQs for the employees 

7. Proactive Communications – Utilized 
announcements functionality and internal 
communication platforms to drive employees to 
updated knowledgebase content and key features 
of upcoming events

8. Automated Routing – Worked with COEs to 
identify upcoming high-touch events and create 
applicable e-forms to support routing and 
automated resolution

1. Increased FTEs Temporarily– Temporarily 
increased the # of FTEs to work exclusively on 
cases to help overcome the gap of unresolved 
cases and reach a steady state equilibrium

2. Redirected Non-Case Work – Focused non-
case work in the Continuous Improvement team 
or the PMO

3. Conducted Retraining – Identified best 
practices from top performers and conducted 
retraining on case-handling procedures 

4. Set Expectations – Provided daily case goals 
and reminders of operational procedures during 
daily stand-ups and shift changes
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Case Study – Leveraging Metrics to Drive Down Case Volume (Cont’d)
Data and Knowledge

Effectively drove down the backlog to a steady-
state case load and decreased the average 
number of incoming daily cases.

n Increased individual Tier 1 average case load 
efficiency by ~50%

n Identified large buckets of like cases and 
actively pushed out communications to mitigate 
future queries

n Built more complex automated routing of 
approvals and e-forms

n Created a future set of prioritized metrics to be 
utilized post-hypercare (~6 months after go live)

Results
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Shared Service Virtual Models
Virtual Operations – What’s Next?

Only 1% [of GBS] reported a drop in productivity, versus 13% of non-GBS organizations whose productivity was 
significantly impacted.1

Established service level 
expectations with the business

Integrated technologies 
supported by the model

Existing business continuity plans 
supported quick changes

Standardized, paperless processes
1
2
3
4

Why Have Shared Services / GBS Been 
Effective During COVID?

Trends We Are Seeing

In the post-COVID world, most organizations are 
utilizing an agile, hybrid model by strengthening 
the relationship between service and evolving 
customer needs, accelerating the speed of delivery, 
and promoting innovation and adoption of new 
technologies.

Other companies are going fully virtual by closing 
their physical service centers and continuing to 
operate using virtual technologies. Companies with 
leading practice technologies, good business 
continuity plans, and robust process automation 
were the most successful in virtual operations.

It is estimated that 10% of shared service 
organizations offered virtual work options pre-
COVID and ~ 33% will offer them post-COVID. 

Source: 
SSON: The Future of GBS is Digital. Global business services as a powerful transformation engine
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4

Reduced Cost

First line of text goes here
Second line of text goes here
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Pros and Cons of Virtual or Hybrid Models
Virtual Operations – What’s Next?

After COVID-19, nearly all companies are planning to use a hybrid in-person/virtual approach

Happier Employees and 
Increased Productivity

Saved Time and Stress on 
Commuting

Hiring without Borders

Remote Work is an Option, 
Not an Obligation

Communication Can Get Messy

Working Conditions Outside of 
the Office

Isolation From the Rest of the 
Team

Data Security Concerns

Cons

Source: 
• VCC Live
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Successful Virtual Model Characteristics
Virtual Operations – What’s Next?

Arial Bold, 18 Point

Keys to a 
Successful 

Virtual Work 
Environment

Well-developed service delivery model 
with well-defined scope and roles and 
responsibilities

Regularly audited, specified set-ups 
for office and technology

Increased management oversight

Updated internal operating processes 
to fit a virtual work environment

Redesigned processes and automated 
manual processes

Expanded hiring profiles that detail 
work expectations while operating 
virtually

Established metrics that measure 
individual productivity and availability

Increased analytics

Added technologies that increase 
productivity

Improved data and information 
security

Source: 
• ScottMadden


