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Do you operate as a GBS?
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Yes Not yet, but planning in next 3-5 years No Commited to GBS (Yes + Planning to)
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What do you perceive your SSO/GBS overall maturity level to be – considering sourcing model, scope, automation, strategic alignment & talent?
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Which of the below listed services/functions does your SSO/GBS provide?

6%

1%
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3%

5%

5%

6%

7%

7%

7%

8%

8%

8%

8%

8%
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11%

11%

11%

12%

12%
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17%

22%

23%

23%

26%

28%

32%

35%

37%

38%

38%

39%

43%

48%

50%

63%

65%

71%

Other (please specify)

Shop Floor Planning

Stock / Shares Management

Labs

Events Management

Technical writing

Engineering Services

Sales

Content Management

Industry/sector specific processes

Health & Safety (HS)

Environmental, Social and Governance (ESG)

Creative / Design Services

Fleet Management

Corporate Communications

Supply Chain (Manufacturing: M. Strategy, Prod. And Resource Scheduling, Prod. Management, Maintenance Management, QM)

Research & Development

IT Opportunity-to-Proposal

Marketing

Real Estate & Facilities Management

Knowledge Services (e.g., published scientific, technical, and business information to drive innovation and business decisions)

Document Management

Legal

Consulting & Advisory Services (e.g., strategy consulting, change management, organizational design)

Supply Chain (Delivery, Logistics: Logistics strategy, Inbound/Outbound, Warehousing, Reverse logistics, Trade Compliance)

Risk Management Services (e.g., business continuity planning and crisis management)

Supply Chain (Planning: SCM, DM, IM, S&OP, Plan Supply, Plan Distribution)

Plan-to-Result (Strategic Planning, Annual Opex/Capex Budgeting, Forecasting, BPM Reporting, Business Analysis, FP&A)

Customer Center (call center) processes (Front-office support)

Direct Procurement

Technology related (e.g. RPA, Digitization teams, Intelligent Automation)

Information Technology (other IT processes)

Benefits Administration

Indirect Procurement

Tax Support / Admin

Data Analytics / Business Analytics

Talent Management (Strategic Workforce Planning, Recruiting and Staffing, Workforce Development, L&D, Onboarding)

Hire-to-Retire / Reward-to-Retire

Master Data Management

Time-to-Pay / Payroll

Order-to-Cash / Customer to Cash

Record-to Report / Account to Report

Purchase-to-Pay / Procure to Pay
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42%

7%

4%

4%

43%

36%

12%

7%

3%

42%

44%

7%

6%

7%

36%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

No

Yes – we are utilizing more professional recruiting firms to access resources

Yes – we are utilizing more professional services firms (eg, consulting firms) as resources

Yes – we are utilizing more of the human cloud / gig economy workforce

Yes - we are recruiting more globally and regionally

2021 2022 2023

Has your recruiting strategy changed as a result of future of work (FOW) trends over recent years?
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What are the top skills you are prioritizing in terms of recruitment and training?
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What do you perceive your SSO/GBS overall automation level to be?
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None/Low (Automation Scale=0-
25%)

Medium (26-50%) High (51-75%) Expert (>75%)
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Where do enterprise digitization projects reside?

28%

18%

24%

14%

9% 8%

21% 20%

30%

14%

7%
9%

19%

23%

28%

16%

9%
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10%
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30%

35%

In shared services / GBS In shared services / GBS
but in digital/automation
Centers of Excellence

Outside shared services /
GBS - In broader IT

operations

Outside shared services /
GBS - In Business

Transformation Team

Outside shared services /
GBS in digital/automation

Centers of Excellence

Other (please specify)

2021 2022 2023
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28%
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16% 17%
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3%
4% 4%
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17%
15%
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2% 2% 2%
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In Procure-to-pay In Customer Service In Order-to-Cash In Record-to-Report In Hire-to-Retire In Procurement In Supplier
Management

Other (please
specify)

2021 2022 2023

Where have you seen the most successful use case for intelligent automation to date?



© SSON 2024



© SSON 2024



© SSON 2024

What best reflects the maturity of your analytics implementation?

47%

30%

13%

3%
6%

39%

32%

18%

6% 6%
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50%

Reporting (i.e. what happened) Advanced Reporting (i.e.
interpretative reporting)

Predictive Analytics (i.e. what is
likely to happen)

Prescriptive Analytics (i.e. how
can we make it happen)

None of the above (i.e. no
reporting or analytics)

2022 2023
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Are you planning to expand your scope of work next year?

43%

8%

34%
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13%
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Yes in terms of services Yes in terms of geographic
reach

Yes in terms of both services
AND geographic reach

No we are reducing services
and/or geographic reach

No, no change planned

Yes, 85%
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Are you planning to expand your scope of work next year?

71%

79%
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86% 85%
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Do you outsource work?

Yes
47%No

53%
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If you outsource, will your use of outsourcing increase or 

decrease in the next year?

41%

16%

43%
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5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Increase Decrease No change
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What are your top 3 objectives in the next year? 

4%

14%

15%

16%

17%

25%

26%

26%

33%

37%

41%

50%

0% 10% 20% 30% 40% 50% 60%

Other (please specify)

Redefining the hybrid office/work environment

Redefining workforce strategy (from recruitment to talent management)

Human/bot workforce optimization (orchestration)

Recruiting/retaining staff

Digitizing data

Culture and branding

Leveraging IA solutions

Business partnering

Rethinking/shifting our operating model

Leveraging automation platforms

Upskilling shared services/GBS staff
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What does 'customer centricity' look like for your operation?

1%

2%

2%

4%

5%

9%

13%

13%

52%

0% 10% 20% 30% 40% 50% 60%

Analytics decision support

Time savings

Developing skills required to enable the digital enterprise

Getting the human out of loop through more automation

Offering  more self-service solutions / portal use

Cost savings

Meeting SLAs / KPIs

Solving specific business problems for customers

Customer experience
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What best reflects your "naming" strategy? 

20%

28%

9%

43%44%

34%

4%

18%
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25%

30%

35%
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50%

Global Business Services/Solutions Shared Services Global Business Partner Other

2021 2023
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