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RGANIZATIONS HAVE HISTORICALLY invested in shared services

. , Digital adoption is a priority for shared services organizations, with growing focus
centers (SSC) to reduce costs, develop capabilities, standardize processes,

on innovation and analytics over the next three years
and drive overall efficiency and business value. Over the past year, some
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services (GBS) organizations—those that have achieved three or more SSC
objectives—have digital transformation as part of their strategic agenda. Solution enablers employed by global business services organizations
Focus areas

over the next
1-3 years
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These insights are reflected in the results of the 2021 Deloitte shared services € €
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said that digital enablers—digital technologies that improve and optimize their 4 T S E— ®50% () 2}
services—are critical to how their organization innovate across functions to
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While many organizations have already implemented RPA, almost half of the - o (vmu[%\ sants : 24% @ o
Chatbots, conversational Al, etc.
respondents cited process and technical complexity as the biggest challenges
to automation. Additionally, the majority of respondents who were able to *Nondigital enablers.

. . . . Source: Deloitte Shared Services and Outsourcing Survey, 2021.
attain savings through RPA also employed a single-instance ERP. The survey

results indicate that all the top three enablers go hand in hand: A simplified
environment, supported by global standardized process and single-instance ERP,
can help GBS organizations realize greater benefits from RPA implementation.

The results also show that while the top three enablers are likely to remain the same over the next one to three years, there is also increased focus on the areas of instilling a culture
of innovation and centralized analytics reporting within the GBS organization. For more insights on the latest trends and challenges impacting shared service and GBS models, check

out the 2021 global shared services and outsourcing report.!
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