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About the survey



What was the purpose of the survey?

� Identify emerging trends in Shared Services by comparing and contrasting responses from past Deloitte 

Global Shared Services surveys completed in 1999, 2003, 2005, and 2007

� Share concepts and insights from multiple geographies, industries, and revenue bases

� Provide insight to organizations implementing Shared Services regardless of where they are in their 

journey

– Help organizations that are beginning their Shared Services journey learn from others

– Infuse fresh ideas into more mature Shared Services operations

About the survey
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� Highlight best practices in the creation and delivery of Shared Services

� Capture the aggressive shifts organizations are making as a result of their past success with Shared 

Services



Consumer 
Business, 16%

Manufacturing, 
16%

Energy,

Public Sector, 
7%

Healthcare, 
6%

Transportation
, 6%

Other, 6%

Retail, 5%

Media, 4%

Real Estate, 
2%

This year Deloitte’s Global Shared Services survey attracted 265 participants which is 

more than double the response rate of the 2007 study

� Participants represented 12 industry segments and were 

distributed across all major industry groups, resulting in a 

greater diversity of industries than our past surveys

� As in previous surveys, manufacturing was the top industry 

represented

� The largest increases in participation over 2007 were in the 

Financial Services, Transportation and Public Sector 

industries

What is your company’s primary industry?

Industry Representative

About the survey
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Energy,
12%

Financial 
Services, 11%

IT/Telecom, 
9%

� There was a wide range of participant organizations in terms 

of size – revenue ranged from less than $1 billion to over 

$100 billion

� Median revenue of participant organizations was $10.5 billion 

which is double that of  our 2007 survey

Participant Size

19%

28%

22%

12%

19%

Less than $1B $1 - $4.9B $5B - $14.9B $15B - $24.9B $25B +

What are the annual revenues of your company?



The survey respondents provided data for 702 Shared Service Centers (SSCs) in total

� The number of SSC per company remained consistent with 

2007 findings with an average of 2.6 centers per organization

� The average number of centers  did vary with organization 

size:

– Less than $5B had an average of 2.3 SSCs

– $5B – less than $15B had an average of 2.7 SSCs

– $15B – less than $25B had an average of 3.1 SSCs

– $25B + had an average of 5.0 SSCs

� 63% of respondents have been operating SSCs for more  

than 3 years

How many SSCs does your company have?

Number and Maturity of Centers

1 SSC
40%

2 SSCs

3 SSCs
16%

4 SSCs
9%

5+ SSCs
19%

About the survey
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than 3 years
2 SSCs
16%

� Survey respondents come from all regions of the world

� There was a significant increase from 2007 in the number of 

SSCs represented in Mexico, Central America and South 

America

� The number of associates in the SSCs ranged significantly:

– Less than 100 people:  52%

– Between 101 and 250:  25% 

– Between 251 and 999:  17%

– 1,000 or more:  8% 

SSC Locations and Size 

Where are your company’s SSCs located?

Western Europe
24%

US/Canada
24%

Mexico/Central/ 
South America

16%

Asia
9%

Australia/NZ
9%

E. 
Europe/Russia

7%

India
6%

Other
5%



Geography



Where are your organization's Shared Service Centers located?

Geography

United States

Canada
United Kingdom

France

Switzerland

Norway
Sweden

Ireland

Belgium

Germany

Poland

United States 

(158)

Canada 

(17) United Kingdom 

(41)

France 

(9)

Switzerland 

(1)

Denmark (12)

Russia (4)

Norway (1)
Sweden (15)

Ireland (11)

Netherlands (20)

Belgium 

(10)

Germany (20)

Poland (21)
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Australia

Singapore

India

Malaysia

Thailand

Japan

China

Korea

Argentina

Chile

Brazil

Mexico

Spain

Italy

Portugal

Czech 

Republic

Romania 

(2)

Costa Rica

Colombia

Australia (57)

Singapore (10)

India (52)

Malaysia 

(14)

Thailand 

(4)

Japan (1)

China 

(23)

Korea (1)

Argentina (21)

Chile 

(3)

Brazil (14)

Mexico 

(32)

(158)

Spain 

(17)

(1)

Italy 

(3)

Portugal 

(5)

Czech 

Republic 

(12)

Hungary (7)

New Zealand 

(2)

Costa Rica 

(15)

Colombia 

(19)

South Africa (5)

Philippines (12)

United Arab 

Emirates 

(2)
Saudi  

Arabia 

(4)

Egypt (3)

Peru 

(5)

Slovakia 

(4)



What were the key factors in selecting the organization’s SSC location(s)? 

Geography

24% 22% 21% 17% 16% 15%
8% 6% 5%

47%

33%

48%

30% 28%
35%

35%

25%
21%

10%

20%

30%

40%

50%

60%

70%

80%

%
 o
f 
p
a
rt
ic
ip
a
n
ts

- 9 - 2
0
0
9
 G

lo
b
a
l 
S
h
a
re
d
 S
e
rv
ic
e
s
 S
u
rv
e
y 
F
IN
A
L
 V
E
R
S
IO
N
.p
p
tx

Copyright © 2009 Deloitte Development LLC. All rights reserved.

� Labor factors (quality, availability, cost, and language)  and access to 

talent drive the selection of the location for shared services centers. 

� Proximity to operations increased in importance, as it now ranks behind 

labor as an extremely important factor key factor  – up from the 6th

ranked factor in 2007

� Focus on language skills as a driver have decreased since 2007 –

shifting from 3rd to 6th in rank

8% 6% 5%
0%

Labor Quality Proximity to 
operations

Labor 
Availability

Labor cost Proximity to 
HQ

Language 
skills

Risk profile Regulatory Tax impacts

Extremely Important Very Important

Location factors



92%

55%

46%

45%

Reduce cost

Consolidate into existing 
SSC

Accommodate growth

Improve service

Improve labor access

Do you believe your organization will be relocating any of its SSCs?

What are the most important reasons for

the anticipated relocation of your SSCs?

Do you believe your company will relocate 

any SSCs in the future?

Geography

Yes, in 1 to 3 
years
23%

Yes, in over 3 
years 
13%

Don't know
19%
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21%Improve labor access

� 35% of the respondents indicated that they would be 

relocating some of their SSCs in the future, down from 40% in 

2007

� The percentage of organizations planning on relocating in the 

near term is over twice that of 2007

� Approximately 30% of those planning to move a SSC 

currently have only one SSC 

� Cost was the top reason that organizations are relocating; 

however when selecting a new location cost ranked fourth

� Almost all respondents who indicted “consolidating” also 

indicated “reduce cost” as the most important reasons

� While cost is the top driver, the respondents of this years 

survey showed more diverse reasons for relocation  

� Additional reasons respondents noted were related to risk, 

tax, regulatory and language skills

Anticipated Relocation Reasons for Relocation

No
45%



Do you believe the number of SSCs in your organization will change?

How do you believe the number of SSCs in

your company will change over the next 5 years?

Geography

Increase
48%

No change
36%

Reduce cost
46%

Improve 
service
19%

Modify scope 
of services

17%

Modify 
geographical 
coverage
16%

Other
2%

What is the main driver that will 

increase the number of SSCs?  

- 11 - 2
0
0
9
 G

lo
b
a
l 
S
h
a
re
d
 S
e
rv
ic
e
s
 S
u
rv
e
y 
F
IN
A
L
 V
E
R
S
IO
N
.p
p
tx

Copyright © 2009 Deloitte Development LLC. All rights reserved.

Reduce cost
71%

Improve 
service
11%

Modify scope 
of services

10%

Other
5%

Modify 
geographical 
coverage

3%

� Nearly half of all respondents plan to increase the number of 

SSCs, which is a 41% increase over 2007

� The driver for increasing SSCs are varied – cost is the 

number one driver, however 54% of the respondents cited 

other reasons, distributed equally over three other factors

� Cost reduction continues to be the single most significant 

factor behind the reducing the number of SSCs

Expected Change in SSCs

Decrease
16%

19%

What is the main driver 

that will decrease the 

number of SSCs?



How many SSCs provide services across or within geographies?

Single country

43%

4+ continents

8%

2 continents

12%

Single 

continent

31%

3 continents

6%

How many SSCs provide services across or within geographies?

� Over 55% of SSCs provide services to more than one 

country

� 26% of the SSCs service two or more continents

� Larger companies (>$15B) have more SSCs offshore than 

smaller companies

� India was the most common non-US country for SSCs 

serving US companies

� The United States and India were the most common 

locations for serving multi-continents

Geography

Geographies Served by SSC
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locations for serving multi-continents

Locations of SSCs serving  4 or more continents

23.0%

10.0%

6.0%

5.3%

4.5%

4.5%

3.8%

3.8%

3.0%

3.0%

3.0%

3.0%

3.0%

US

India

UK

China

Argentina

Mexico

Costa Rica

Malaysia

Germany

Ireland

Netherlands

Poland

Singapore



How has your company approached the implementation of it SSCs?

� The majority of respondents completed  a “lift and shift” 

consolidating decentralized  processes into shared services 

prior to standardization

� There was little difference in the percentage of organizations 

that moved their processes before versus during their 

technology change

� The two most popular approaches to creating shared services 

were:

– “Lifting & Shifting” the processes first and then making the 

technology change (31%)

Did you standardize your processes before, during, 

or after they moved to Shared Services? Standardizing Processes

First moved to 
shared 
services
51%

Both at same 
time
34%

First 
standardized 
processes

15%

Geography
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technology change (31%)

– Moving to shared services and  making the technology change at 

the same time (21%)

Did you move processes to Shared Services before, during, 

or after technology changes?

Timing of Shift to SSC

Before 
technology 
change

During
technology 
change

After
technology 
change

Timing of 

Process 

Change

Prior to shift
to SSC

4% 5% 6%

During shift 
to SSC

5% 21% 3%

After shift to 
SSC

31% 15% 10%

Moved 

processes 

before 

technology 

change

41%

Moved 

processes 

after 

technology 

change

17%

Moved 

processes at 

same time as 

technology 

change

42%



What is Deloitte’s point of view on geography?

� Companies are continuing to expand their global footprint of Shared Services operations – we see the 

pace of shared services activity and global deployment of shared services at an unprecedented pace

� Labor factors, led by quality and availability, continue to be the most critical factors in SSC location 

selection followed closely by cost considerations especially as scope is expanded to advisory processes

� Maintaining competitive operating costs is critical, which is driving organizations to consider relocating 

and/or changing their number of centers

� As the number and complexity of processes move up the value chain, the skills required for shared 

services operations is altering the types of locations that will be most successful in the future

Geography
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services operations is altering the types of locations that will be most successful in the future

� A silver lining for shared services operations in the downturn is that the tight labor markets and rapid 

wage escalations in a number of the popular global locations have mitigated, at least for the short term

� Detailed analysis considering future scope and scale of operations should be done prior to locating 

shared service centers, especially offshore

� There is no one right way to approach your shared services journey – sequencing process and 

technology changes are unique to your situation



Organization 



Organization

Who has responsibility for your company’s SSCs?

Who has overall responsibility for the SSCs in your company?

CXO with 
multiple 

function SS 
responsibility

62%

CXO with 
single function 

SS 
responsibility

21%

VP of SS-
multiple 
function 

responsibility
15%

VP of SS-
single function 
responsibility

2%

CFO
42%

CIO
18%

CPO or top 
HR Exec
15%

COO
12%

CEO
10%

CAO
3%
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� Data remains consistent with past years with 62% of CXOs 

responsible for multi-function Shared Services 

� In almost all organizations that have a VP of Shared Services 

the position has multi-function responsibility

� CFO continues to be the most typical top executive 

responsible for  the Shared Services organization, however 

CIO and CPO have much larger representation than in 2007

� 80% of organizations with less than 3 SSCs had leaders 

reporting to corporate center leadership compared to 45% for   

organization with 3 or more SSCs 

Overall Shared Services Responsibility 

18%

In-country 
leadership

20%

In-region 
leadership

21%

Corporate 
center 

leadership
59%

Who do the leaders of your SSCs report to?



How do you drive governance and consistency across your SSCs?

In what areas does your company attempt to drive 

consistency across its SSCs?

75%

65%

57%

43%

Processes

Policies

Metrics

Organizational 
structure

Governance 

What elements are part of your company’s governance 

structure for its SSCs?

79%

78%

35%

31%

Performance metrics

Service-level agreements

Global process owners

Regional process owners

Organization
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39%

37%

Governance 
committee 
structure

Cost structure

28%

23%

20%

15%

13%

Customer councils

Global governance board

Process governance board(s)

Regional goverance board(s)

Country Governance board(s)

Governance and Consistency

� Performance measures and service level agreements are 

by far the most common elements of organization’s 

governance structures

� 51% utilize regional and/or global process owners

� There was a significant increase in the use of various 

types of boards to drive SSC governance 

� There continues to be a focus on driving consistency 

across SSCs in numerous areas



What mechanisms are used to most effectively keep SSCs connected to its 

customers?

20%

21%

24%

24%

25%

29%

42%

46%

38%

28%

36%

34%

Formal issue resolution process

Continuous improvement objectives

Joint leadership meetings

Regularly scheduled conference calls

Service-level agreements

Site visits

Organization
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Mechanisms to Stay Connected

� The 3 most effective governance mechanisms remain consistent with the 2007 survey when combining 

extremely and very effective responses

� Joint leadership meetings and  regularly scheduled conference calls moved up in terms of rank when 

considering only categories receiving the “extremely effective” rating

� On average respondents indicated using 4 mechanisms that were extremely or very effective

4%

12%

12%

17%

16%

29%

28%

34%

Newsletter

Divisional focus groups

Account executives

Performance management communication

Extremely Effective

Very Effective



What are the biggest challenges related to people within your SSCs? 

27%

21%

21%

13%

11%

45%

50%

49%

32%

46%

Maintaining high customer 
service levels

Maintaining high quality

Maintaining high process 
efficiency

Recruiting and retaining 
management staff

Maintaining desired capability 

Extremely significant Very significant

Organization
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People-Related Challenges

� Maintaining high customer service levels became the number one people challenge 
over quality in 2007

� Maintaining strong morale had a significant drop in priority falling from  number 3 in 
rank to last this year

11%

10%

9%

46%

26%

46%

Maintaining desired capability 
levels

Recruiting and retaining clerical 
staff

Maintaining strong morale



How do you motivate and pay your SSC associates?

� The respondents use a variety of methods to motivate their 

SSC associates with career advancement being the number 

one motivator

� Over 50% indicated that they move people  “into the 

business” from shared services and an additional 12% 

indicate that it happens very frequently/often 

� On average respondents indicated  using a combination of 

three different methods noted  to motivate their SSC 

associates 

What methods are used to motivate your SSC associates?

68%

57%

54%

46%

44%

39%

Opportunity for advancement

Appealing work environment

Flexible work arrangements

Non-monetary benefits

Job rotation

Distinct, separate SSC culture

Methods Used to Motivate Employees

Organization
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39%Distinct, separate SSC culture

What factors drive pay increases for your SSC associates?

56%

45%

41%

41%

37%

Individual 
productivity

Team 
productivity

Customer 
satisfaction rates

Service-level 
achievement

Processing 
quality

Factors in Pay Increases

� 76% of the respondents indicate that a combination of these 
factors are included when determining pay increases

� Participants indicated on average that they incorporate 3 
factors into determining SSC associate pay

� Other factors included  in pay increases are annual 
company results, adherence to company values and market 
data/ trends



What is Deloitte’s point of view on organization?

� Shared Service Centers are emerging as a source of talent for the businesses they serve which is 

providing broader opportunities for advancement

� Organizations that are putting in place Process Owners and implementing Governance Boards to guide 

their Shared Service Organization are increasing their levels of standardization resulting in lower overall 

costs

� Shared Service leaders have still not cracked the code on the best way to create the best connectivity 

with their customers and may be drifting back into being  “centralized overhead centers” instead of true 

Shared Service Centers due to lack of governance and effective customer linkage

Organization
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� Due to the economic downturn, organizations are not having the same level of trouble recruiting or 

maintaining staff as in the past.  However, this temporary situation may just delay turnover until job 

prospects improve, creating a potentially large talent gap during the economic recovery. 

� SSC leaders need to maintain focus now on the long term war for talent and take actions to prepare for 

the inevitable pick up in the job market

� With the shift to Shared Services, there is a significant change in skill set required for the retained 

organization.  This need for higher level skills in the retained organization is often overlooked and the 

benefits expected from these local “business partners” are not achieved



Scope



� There was a significant increase in the number of participants 
that have offshored some of their shared services processes

� Finance was the most common to have processes offshored
and outsourced

� Even though finance was the most popular process, over half 
of the organizations had processes from each of the other 
enabling areas in shared services (see later slides for details)

� The largest increase was in other enabling processes which 
grew 23% over the 2007 survey

Overall scope
What processes are in your organizations SSCs?

What processes have you placed in Shared Services or outsourced?

41%

43%

45%

41%

72%

3%

5%

7%

8%

11%

3%

4%

2%

7%

9%

Procurement

HR

Other

IT

Finance

Onshore

Offshore

Both

Scope
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� 34% of participants had at least one process offshored, 43% 
of the participants had at least one process outsourced

� The top support service processes are:

– Claims processing

– Customer support/call center

– Fleet management

– Facilities management

% of respondents that outsource processes in each function

4%

18%

19%

24%

27%

Procurement

Other

HR

IT

Finance



48%

52%

50%

58%

60%

58%

55%

59%

54%

7%

6%

8%

6%

9%

13%

12%

10%

16%

7%

5%

6%

5%

4%

4%

10%

9%

12%

Billing

Cash management

Payroll

Collections

Cash application

Fixed assets

Travel & expense

General accounting

Accounts payable

Onshore

Offshore

Both

Which financial processes did your organization perform in its SSCs?

Scope

82%

78%

77%

75%

73%

69%

64%

63%

62%
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29%

27%

24%

33%

33%

36%

35%

36%

43%

39%

53%

2%

3%

5%

2%

2%

3%

5%

7%

3%

8%

6%

3%

4%

7%

1%

3%

6%

7%

6%

4%

10%

2%

Financial planning

Forecasting

International tax reporting

Federal & state tax planning

Budgeting

Sales & use tax reporting

Treasury

External reporting

Cost accounting

Reporting and analysis

Credit management

Financial Processes

� Transactional processes were the top 
processes denoted as in shared services

� The largest shift from the 2007 was an 
increase in cash management  from 12th to 8th

in rank

� The top financial processes that are 
outsourced are Payroll (15%), Accounts 
Payable (9%), and Travel & Expense (8%)

61%

57%

50%

45%

47%

49%

38%

36%

36%

34%

34%



30%

31%

30%

32%

28%

30%

34%

33%

33%

27%

39%

2%

2%

5%

3%

7%

5%

3%

3%

4%

12%

4%

3%

3%

1%

2%

2%

4%

2%

4%

4%

2%

5%

Hire and induct candidates

Workforce administration

Pension administration

HRIS maintenance and support

Expatriate administration & payroll

HR data quality

Benefit administration

Compensation administration

HR reporting

Call/service center management

Payroll/time administration

Onshore

Offshore

Which human resource processes did your organization perform in its SSCs?

Scope

48%

41%

41%

40%

39%

39%

37%

37%

36%

36%

35%
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22%

21%

24%

26%

23%

24%

25%

27%

24%

30%

25%

28%

30%

1%

2%

2%

2%

2%

2%

2%

4%

1%

2%

3%

2%

2%

2%

1%

3%

2%

2%

2%

2%

1%

5%

3%

3%

Succession planning administration

Measure and evaluate learning

Define organization learning needs

Content development

Employee relations and communications

Organization and position management

Skills & competency administration

Select and manage candidates

Learning delivery

Source & screen candidates

Workforce analytics

Performance management administration

Hire and induct candidates
Both

� The most significant shifts in rank 
from 2007 were for HR Reporting 
(3rd in rank, up from 9th) and 
Workforce analytics (13th up from 
20th)

� The largest decrease in rank was 
Succession planning which moved 
from 17th to 23rd in rank

� The top HR processes outsourced 
are workforce administration (36%) 
and pension administration (18%)

HR Processes

35%

34%

32%

32%

30%

29%

29%

28%

28%

28%

27%

25%

25%



Which technology processes did your company perform in its SSCs?

Scope

33%

35%

34%

32%

32%

35%

36%

35%

35%

35%

5%

8%

8%

8%

6%

7%

7%

7%

7%

9%

8%

4%

5%

7%

10%

6%

5%

6%

7%

6%

Data management

Enterprise systems monitoring and management

Infrastructure management

Network operations and management

Application enhancement and deployment

Business continuity management

Integration and messaging services

Service delivery performance measurement

Security and controls

Internet and web services delivery 50%

49%

48%

48%

48%

48%

47%

47%

47%
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IT Processes

� The largest shifts from 2007 were:  
integration and messaging services 
(up from 14th to 4th) and application 
enhancement and deployment (up 
from 16th to 6th)

� The top outsourced are application 
hosting and support (24%), 
consolidated service desk (20%), 
data center (20%), and storage 
management (20%) 29%

31%

34%

25%

33%

28%

34%

33%

31%

35%

37%

33%

6%

5%

3%

10%

4%

8%

6%

6%

6%

6%

4%

5%

4%

4%

4%

7%

6%

7%

5%

6%

8%

5%

5%

8%

Data center

Storage management

Business intelligence/business analytics

Consolidated service desk

IT customer relationship/account management

Application hosting and support

Collaboration and documents management services

End user device provisioning and support

Enterprise application management

Server management

Vendor management

Data management
Onshore

Offshore

Both

46%

46%

46%

45%

45%

45%

43%

43%

42%

41%

40%

39%



Which procurement processes did your company perform in its SSCs?

Scope

27%

30%

29%

28%

30%

32%

32%

31%

2%

1%

2%

4%

4%

3%

4%

2%

4%

2%

3%

2%

1%

3%

2%

6%

Manage RFIs and RFPs

Negotiation & contracts

Process approvals

Price management

Create and manage supplier scorecards

Conduct spend analysis

Create and manage purchase orders

Payment 

Onshore

39%

38%

36%

35%

34%

34%

33%

33%
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Procurement Processes

� The largest shifts from 2007 were 
Manage RFIs and RFPs and 
Conducting spend analysis , both 
moving up 5 spots in rank

� Benchmarking and Supplier 
innovation programs increased in 
their inclusion, however they were 
the largest shift down in rank

� The most frequent outsourced 
procurement processes was 
managing purchase orders (5%)

22%

24%

25%

28%

26%

28%

28%

26%

27%

28%

27%

1%

2%

2%

2%

3%

3%

3%

2%

2%

1%

3%

1%

1%

1%

1%

3%

2%

1%

4%

Integrated operations 

Receive goods and services

Supplier innovation programs

Conduct demand management activities

Create commodity strategies

Conduct external benchmarking

Assess supply markets

Risk management

Create requisitions

Manage and assess supplier performance 

Manage RFIs and RFPs
Offshore

Both

33%

32%

32%

32%

31%

31%

29%

29%

28%

25%

25%



Scope

Which other processes did your company perform in its SSCs?

26%

21%

28%

27%

2%

6%

1%

8%

1%

2%

Fleet management

Claims processing

Facility management

Customer support/call center 61%

163%

87%

155%
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Other Processes

� There was a significant increase in the 
inclusion of other support processes in 
shared services

� The top outsourced other processes are 
customer support/ call center (10%), fleet 
management (10%), claims processing 
(6%)

13%

12%

14%

14%

20%

1%

2%

4%

1%

1%

1%

2%

Production planning

R&D

Marketing

Engineering

Order entry
Onshore

Offshore

Both

225%

100%

240%

300%

160%

= % increase over 2007



Scope

82%

67%

57%

38%

Increase # of transactional

processes

Increase # of internal locations

served

Increase # of advisory processes

Increase # of processes offshored

What direction is your organization pursuing regarding its use of Shared Services? 
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Increased Activity in Shared Services

38%

32%

Increase # of processes offshored

Increase # of external

organizations served

� The majority of participants are still expanding their scope and 
reach of their shared services centers

� The largest areas of growth over the 2007 survey was a 21% 
increase in plan to add advisory processes and a 60% 
increase in the plan to serve external organizations 

� 5% of respondents indicated a plan to decrease process in 
Shared Services 



What is Deloitte’s point of view on scope?

� Many organizations that started their Shared Services journey with the typical and somewhat limited 

transactional scope for their SSCs are beginning to pursue a “second-wave” implementation with much 

broader scope

� The urgent need for cost reduction due to the current economic times are driving organizations to 

include processes in Shared Services that were originally “off-limits” by the business

� Over the past two years, more organizations have adopted a hybrid model for labor sourcing, combining  

outsourcing , captive offshoring, and traditional on-shore shared services to optimize service delivery 

and minimize cost

Scope
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� The big question -- Multi-functional Shared Services or not??   The need and benefit of multi-functional 

shared services depends on a multitude of factors including scale, geographic  reach, strategic 

objectives, cost synergies and change imperative – one approach does not fit all



Value



What are your company’s top priorities to drive incremental value from its SSCs?

72%

62%

43%

39%

37%

Reduce cost

Improve process

Increase customer 
satisfaction

Improve quality

Expand scope

Value
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Top Priorities to Drive Incremental Value

25%

15%

6%

Enhance technology

Increase service innovation

Other

� Cost reduction was overwhelming the top ranking SS priority for 
participants in 2009

� Customer satisfaction has become a much higher priority since 2007



In what areas has Shared Services made a positive impact?

Value

45%

43%

37%

30%

29%

29%

25%

46%

44%

54%

49%

56%

51%

50%

Process efficiency

Cost reduction

Process quality

Data visibility

Improved service levels

Platform to support growth

Focus on core business
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Positive Impacts of SSCs

23%

17%

13%

11%

4%

34%

47%

37%

48%

17%

Sarbanes-Oxley compliance

Cross-company comparability

Working capital

Developing new talent

Tax benefits

Significant positive impact

Somewhat positive impact

� Top impacts from SSCs  were process efficiency and quality, 
clearly contributing to the next most impactful categories of 
cost reduction and improved service levels

� Participants indicated a wide range of areas where they  
achieved significant positive impact



19%

28%

32%

14%

7%

None Less than

10%

10% - 20% 20% - 30% 30% or more

How quickly has implementing shared services contributed to labor savings?

What was the headcount reduction achieved by

implementing shared services during the first 12 months?

Headcount Reduction

� Headcount savings during the first 12  months varied greatly

� 53% of respondents achieved greater than 10% headcount 
savings within the first 12 months of implementation 

� The average headcount reduction during the first year was 
12%

Value
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10%

After the first 12 months, what has been the average annual increase in 

productivity achieved by your company’s SSCs?
Productivity Improvement

7%

21%

45%

17%

10%

None Less than 5% 5% - 10% 10% - 15% 15% or more

� Over 90% of the participants indicated they have achieved 
consistent annual productivity improvements from their SSCs

� Over 70% indicated they achieve at least 5% improvement 
each year and 27% indicated over 10% improvement

� The average annual improvement  is 8%



What has been the impact of your SSCs on supporting controls and IFRS?

Makes 
compliance 

less expensive
79%

No impact
16%

Makes 
compliance 

more 
expensive

5%

What impact does your SSC(s) have on the cost of control requirements?

Value

� The impact of shared services on controls continues to 
increase

� The percent of respondents that indicated that their SSCs 
reduce the cost of compliance increased 26% over 2007

� As in 2005 and 2007, there was a small percentage that 
indicated SSCs make compliance more expensive

Impacts of SSC on Controls
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How do your foresee your SSC(s) supporting IFRS?

79%

� Respondents believe that their SSCs will play a major role in 
the adoption of IFRS

� 85% of the respondents indicated that their SSCs would  have 
an active role with IFRS

Impact of IFRS on SSC

It will expand 
responsibilities 

of shared 
services
30%

IFRS reporting 
will be in 
shared 
services
28%

Adoption will 
be driven by 

shared 
services
27%

No impact
15%



What is Deloitte’s point of view on value?

� As part of the current economic times, Shared Service leaders top priorities are those that focus on 

driving cost out of their operation

� Organizations that treat their Shared Service Organization as a business and strategic asset are 

realizing the most value in terms of both tangible and intangible benefits

� In addition to the initial headcount savings shared services are known for achieving, a majority of 

centers continue to achieve incremental productivity each year thus reducing the need for additional 

staff to support expansion or organization growth

� Shared Service Centers continue to reduce the costs of Sarbanes compliance by increasing process 

Value
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� Shared Service Centers continue to reduce the costs of Sarbanes compliance by increasing process 

standardization and reducing the number of locations performing accounting activities.  With the 

continued adoption of IFRS, Shared Service Organizations will be able to employ the same concepts 

and reduce the cost of conversion to IFRS as well as the on-going costs of statutory reporting.

� In addition to Shared Service initiatives delivering bottom-line results in the short term, expansion of a 

Shared Services platform provides a solid cost efficient platform for growth that should deliver larger 

benefits when the economy turns around
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