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Case study: Finance Shared Services 

Images from Serco 

internal launch 

video 

• 170+ Group Finance processes 
 
• Transition to offshore SSC in India 
 
• linked to SAP implementation 
 
• risks and controls fully integrated  

Source: Serco conference presentation ð London, June 2008 



Case study: IT Shared Services 

Before: 
 
• multiple IT service delivery silos 
• no standard processes or tools 
• 112 tools to support 12 processes 
 

After: 
 
• global IT processes, with managed variants 
• single global toolset 

Process capture, analysis, design and review 

Deployed as personalized ôoperations manualõ 
Source: joint JP MorganðNimbus conference presentation ð NY, March 2009 



Case study: Finance Transformation  

• Group Finance processes 

• implementation of SSC 

• switch of outsourcing provider  

• transition to offshore SSC in India 

• linked to SAP implementation 

• significant efficiency savings 

Source: Nimbus Podcast recorded 21 February 2011 



Shared Services ς Lessons Learned 

52% 
organizations wished that they had better 

alignment between Business and IT 

59% organizations wished that they 

had invested more in 

 change management 

Source: Deloitte Global Shared Services Survey 2011 – based on responses covering 718 SSCs worldwide 

42% organizations wished 

that they had 

stronger governance 

"To fully leverage Shared Services.. heavy focus on communication, training, and executive alignment is required." 



Governance Is Crucial 

 

must be ‘ongoing‘ - not project or deal-related  

is not another tool for vendor management 

must be 'well-integrated, consistent and rigorous‘ 

Source: PwC  USA and HfS Research: ‘The Evolution of Global Business Services’ – July 2011   

  



Integrated 
Management 

Platform 

Process Hierarchy 
Provides context, rigor, integrity and analysis. 
 

 
 

Risk & Controls 
Embed risks and controls in the processes. Certify Controls. 
 

 
Quality & Compliance 
Cross-reference to process activities. Audit and remediate. 
 

 
IT Linkages 
Cross-reference system hierarchies with process activities. 
 
 

Analytics 
Integrate real time KPI metrics with processes. Deploy Scorecards. 



Integrated 
Management 

Platform 

Collaborative 
framework for 
analysis, design, 
improvement 

Process Owner 

Process Analyst 

Quality Manager 

IT Specialist 

Compliance 
Specialist 

Risk Officer 

Lean / SixSigma 
Specialist 

SME 



                 Users 
 

                 Deployment 
 

Deployed… 
 
- as a personalized, 

intelligent   
operations       
manual 
 

- internally and across 
the extended 
enterprise. 

 
Social features drive 
engagement 
 
Collaborative features 
enable continuous 
improvement. 

Integrated 
Management 

Platform 

Process Owner 

Quality Manager 

IT Specialist 

Compliance 
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SME 

Process Analyst 



9ƴŀōƭŜǎΧ 

ΧŜŦŦŜŎǘƛǾŜ collaboration in designing and implementing change 

…robust and efficient compliance 

ΧŎƭƻǎŜǊ customer relationships 

…accelerated and sustained standardization 

…continuous improvement  

#1 Platform for Business Services: Show Me!  



Hybrid Service Delivery 



 

One platform integrating: 
 

processes 
metrics   
documents 
roles 
systems 
compliance 
risk management 
continuity and disaster recovery 
training 
task support 
 
and client and partner access 
 
within one governance framework. 
 
 
 
 

Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Integration Across The SSC Service Lifecycle 



Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

The SSC Service Catalog 
SSC Service Offerings 
 
Complete best practice standard 
processes, in Nimbus Control  

Example: HR Processes 



Solution Design  

Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Client Solutions 
 
Customization to meet BU 
requirements 
 
Variants from standard captured 

Example: HR Processes 



On-Boarding New Clients and Services 

Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

On-Boarding 
 
Transition into SSC of 
new activities – based 
on standard processes 
and agreed variants. 
 
‘Online Service 
Manual’ in Control 
goes live, with client 
access.   



Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Transformation 

Transformation 
(where required) 
 
Design and delivery 
of change is 
managed through 
the Online Service 
Manual with client 
access.   



Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Service Delivery and Ongoing Optimization 

Service Delivery 
 
Support for training and 
ongoing optimization 
across the SSC. 
 
Management of variants 
– driving convergence to 
standard processes.  
 
Client collaboration via 
Online Service Manual. 
 
Learning feeds into new 
Best Practice.   



Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Governance, Risks and Controls 

One governance framework 
 
for design and delivery of all 
services – across the SSC. 
 
Risks and controls integrated 
with operational processes. 
 
Action and escalation 
management built-in. 



Service Catalog 

Solution Design 

On-Boarding Transformation 

Service 
Delivery 

Enabling Effective Collaboration 

Collaborative  
framework 
 
For clients, 
outsourcing service 
providers – and 
across the SSC. 
 
Enables continuous 
improvement and 
collaboration on  
innovation. 
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VΧŜŦŦŜŎǘƛǾŜ collaboration in designing and implementing change 

V…robust and efficient compliance 

VΧŎƭƻǎŜǊ customer relationships 

V…accelerated and sustained standardization 

V…continuous improvement  

#1 Platform for Business Services: Show Me!  



the #1 platform 

for Operational Excellence 

in Business Services 



Your Votes: What Are The Real Issues? 

General 
agreement 

with 
Deloitte and 
PwC survey 

findings 

But also… 
 

Managing 
Variants 

 
Retaining 
Control 

 
Continuous 

Improvement 


