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Deloitte’s GBS capability
We are recognised leaders in GBS transformations and experienced in complex

transitions.

Jens Sonderkaer

Director | CFO Services
Deloitte Consulting

19 years of experience in back-
office transformations.

12 years as a consultant. Jens is
mainly focused on serving
European and Global clients in
consumer business and
manufacturing within finance
transformation and shared
services implementation.

Has led more than 20 GBS
projects.
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Market leader in
GBS transformation
capability
Deloitte has the broadest global
bench compared to any other Big 4
firm, shared services/outsourcing
advisory boutique or major systems

integrator/business process
outsourcing (BPO) provider.

+1,000 dedicated
GBS professionals
across 37 countries

Deloitte is the ONLY firm that
formally integrates the broad set of
skills needed for complex GBS
transformations.

Finance/tax
Controls/risk
HR/change \
GBS
Technology /
Strategy and innovation

Global top-tier
client experience

Deloitte’s GBS practice works with

leading companies in every sector.

Deloitte is recognised externally as a
leader in GBS.

‘Deloitte is a leader for
global shared services
combining process,
technical knowledge,
change management
capabilities, understanding
of technology and insight on
labour and tax issues.’

Source: Kennedy Consulting Research & Advisory

S GBS thought
&g° leader

Our ground-breaking reports and
insight provide clients with our
views on the key aspects of the
shared services journey.

Deloitte

Deloitte.

Deloitte’s 2016 Global
Outsourcing Survey -

May 2016




Definition of GBS
Shared services foundation, but much more ...
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:  The use of common infrastructure and
@ . governance to deliver business support
@» """""""" i services across geographies, business units,
. functions and business processes.
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Serves as a single enterprise organisation or
network that can drive collaboration and
sharing to improve delivery efficiency,
effectiveness and business outcomes.
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Multi-functional SSC with shared leadership,
methods, culture and values. :
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Simpler

and with

more agility.
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https://youtu.be/XPJ7zYyN7T8
https://youtu.be/XPJ7zYyN7T8
https://youtu.be/XPJ7zYyN7T8

Is your back office a value-adding entity providing high-quality services at a
competitive price?

Geographical scope

Support

function
activities
Market-
oriented
activities

Degree of automation

Degree of value added

Functional scope

Degree of functional integration

Operations and governance
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Key findings from Deloitte’s Global Shared Services survey

The primary industry sector for GBS is manufacturing. Headquarters and GBS are
primarily located in Western Europe.

Manufacturing - 27%
Tech/telecom - 13%
Financial services - 11%
Customer products - 10%
Life sciences - 7%

Retail - 7%

Energy - 6%

Healthcare - 6%

Public sector - 5%

Travel and hospitality - 4%
Media - 3%

Other - 1%
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Organisational scope of GBS
Organisations are adopting hybrid shared services models and customising their
delivery models by function.

Functions that are performed in the SSC organisations
20% of the SSCs have include facility management in the SSC
Finance

Human Resources
Information Technology

GBS value

74% of respondents reported
that their organisation has a

Tax GBS leader whose
Procurement responsibilities span across a
Customer Service/Contact Center multitude of areas such as

continuous improvement and

Legal :
global ownership.

Real Estate/Facilities Management
Sales Administration
Supply Chain/Manufacturing Support

Analytics

Marketing Insight & Support capa bilities
. R.&D 100% of respondents
Engineering indicate that shared

methods and tools are a
primary benefit of GBS.
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Global GBS survey, 2017
Current trends and focus areas within GBS.

Future e,
The robots are here ... { - - ;
@ TODOTS are here . Three-part recipe to deliver results
Operations and 1. Run GBS like a brand
governance 2. Make it a cool career
How to connect to the :

3. Build it to lead change

retained organisation?

The journey eetetasr e AR AR AR b bR R R s AR E e e AR e R R s aesas b s s s s b s panpans® ’

What comes first — .
process alignment Extraordinary brands create value for customers

or consolidation?

Costs and businesses

Still focus on
significant cost
savings

--------------------------------------------------------------------------------------------
- o,

Two key measures of value

@ ............. 1. Operational
2. Strategic

. »*
...........................................................................................

Geography

How far to go?

anymore
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Evolution of Global Business Services
Embracing the digital agenda to transform from cost arbitrage-centric to become a
strategic partner organisation, providing better and newer services.

Create new services and capabilities,
which transform the business.

Perform an existing service better
without increasing costs and delivery
time.

Perform an existing service faster without
increasing costs and delivery time.

Perform an existing service at lower
costs, retaining the same quality and
delivery time.
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7 golden levers for a service leader
What to do to improve?

© Deloitte 2017

01 Eliminate ...

03 Automate ...
04 standardise ...
05 consolidate ...

06 Offshore ...

... transactions, reports, urgency

... value mapping, materiality

... manual tasks, multi-screens, formatting, checking

... transactions, advisory, implementation and controls

... roles and oversight together

... to low-cost locations and capability centres

... culture enabling mood boards, self-
managed teams, huddles, cognitive
learning

10



Delivering cheaper, faster and better through robotics
Robotic process automation is the new digital workforce in GBS.

Robots are Benefits End-state operating model

@ Computer-coded software, NOT

Operational efficiency
walking and talking auto-bots.

Efficiency/cost reduction

Business
partners

Centres of
excellence

Programmes that replace humans Quality/accuracy risk mitigation

Value and
judgement

Cost of

24-hour service delivery,

Flexibility/scalability/ multi-tasking Shared services

machines processing paper.
Cross-functional and cross-application Management information centres

macros, NOT artificial intelligence or
voice recognition and reply software.

@ performing repetitive rules-based
tasks, NOT physically existing

Robotic process automation

The RPA journey

r

+ Gather information on
automation capabilities.

* Gain understanding of
potential use cases for
the organisation.

 Determine impact on the
organisation

+ Conduct RPA tool
demos.
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Strategise

Validate

7

Think big

Define an RPA strategy.

Start small

Identify potential
processes for RPA.
Identify and evaluate RPA
vendors and tools.
Develop proof of value
(PoV).

Conduct initial
implementation.

Develop

Deploy

~
Identify activities that can

be automated.

Create robust
documentation.

Code, test and validate
robots.

Develop governance and
train resources.

Deploy robots in
production and measure
and track benefits.
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Creating better and newer services for the business
Cognitive computing and analytics will transform the services that GBS can provide.

N

Cognitive computing extends what humans can do on their own because of
the size or complexity of the task or data, the speed-to-insight needed or
because traditional approaches are inefficient.

ﬂ:ognitive computing

Cognitive computing employs technology and algorithms to automatically
extract concepts and relationships from data, understand their meaning,
learn independently from data patterns and prior experience and crucially
interact with humans.

Cognitive computing shares many similarities with the field of analytics and

&

/Predictive analytics

machine learning, but differs via the complex interplay of disparate
technologies and ecosystems. /

Predictive analytics is a technology able to discover patterns and trends in
natural language and other structured or unstructured data.

It highlights patterns in data, which may previously not have been
interrogated, thereby providing new levels of insight.

Natural language generation (NLG) takes a structured data table and

produces a narrative around the data. This is especially useful for
reports and providing commentary for a set of nhumbers.
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True expert systems

A prime example of cognitive computing is Watson Oncology Advisor.
It provides oncologists assistance to make more informed,
personalised treatment decisions for their patients.

+ Makes suggestions to help inform oncologists’ decisions based on
+600,000 pieces of evidence and 2 million pages of medical
journals.

« Analyses patient data against thousands of historical cases and is
trained through +5,000 Memorial Sloan-Kettering MD and analyst
hours.

« Can be localised to incorporate local guidelines and variations.

Potential GBS applications
Sgt. Star (U.S. Army)
94% of all interaction with

applicants are handled by
advanced robotics.
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Deloitte.

About Deloitte

Deloitte provides audit, consulting, financial advisory, risk advisory, tax and related services to public and private clients spanning multiple
industries. Deloitte serves four out of five Fortune Global 500® companies through a globally connected network of member firms in more than
150 countries and territories bringing world-class capabilities, insights and high-quality service to address clients’ most complex business
challenges. To learn more about how Deloitte’s approximately 245,000 professionals make an impact that matters, please connect with us on
Facebook, LinkedIn, or Twitter.

Deloitte Touche Tohmatsu Limited

Deloitte refers to Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee (DTTL), its network of member firms and their
related entities. DTTL and each of its member firms are legally separate and independent entities. DTTL (also referred to as Deloitte Global) does
not provide services to clients. Please see www.deloitte.com/about for a more detailed description of DTTL and its member firms.

© 2017 Deloitte Statsautoriseret Revisionspartnerselskab. Member of Deloitte Touche Tohmatsu Limited.



