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From back office to business enabler:
Elevating impact in a digital world

EEE
The better the question. The better the answer. The better the world works.




Our environment is dynamic and changing...we need to adapt

Impacts of fiscal
pressures bring felt
within most
Governments

Changes in ecosystem
platers (Tech,
outsourcing, digital
solutions)(

Increasing and
changing client
expectations

Velocity of
technological advances
and disruption

Hybrid workforce
dynamics

| Changing skills needed
to deliver value
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What has earned you the greatest show of appreciation from your clients?

Creating Value
54%

Improving
Customer
satisfaction
22%

Cutting cost
21%

Improving
team
morale
3%

, B

*State of the Shared Services & Outsourcing Industry — Global Market Report 2025, From Back Office to a Business Enabler: Elevating Impact in a Digital World — SSON Research & Analytics
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Organizations are at different stages of the shared journey, targeting benefits beyond
efficiency and effectiveness

Shared Services Evolution

Effectiveness Breakthrough value ° TRENDS °

Efficiency

Customer and people centricity

Shared Services Hyper Digitization — elimination of paper

4.0
Intelligent'SS

At Agentic Al enabled automation and case
iaple

. P management

Shared Services
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Multifunctional ":;;“';R’:i’:" Service innovation Hub

Shared Services GE> Invoice to Pay
.ianiCe =
Forecast to Fulfill

CUSTOMER CENTRIC SERVICES

HR Order to Cash

Procurement a .
PROCESS CENTRIC SERVICES pnovation Brandmg and talent management

Shared Services
IM Services S
Data s a service

FUNCTION CENTRIC SERVICES Intelligent Automation
w
Digital Factory

o
o

Reporting & Analytics
Finance RPA
) PRPYeY . r
e Continuous lmprovemnents EE—— New ways of virtual and remote working

Procurement
BU CENTRIC SERVICES ENABLING SERVICES CONTEXT DRIVEN SERVICES

Reporting & Compliance

Procurement E
IM Services

Digital transformation engine for the

Single function, Two or more functions Multifunctional, global End-to-End process  Customer focus, end-to-
enterprise

mainly regional governance, consistent automation, digital end services, intelligent
service mgt framework service mgt automation

=== SS enabling technologies = Productivity == Value added through SS . SS scope
et
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How are leading Government shared services organizations driving value?

Experience

& Customer-led, human centered service design Scale & Innovation
& Seamless, omnichannel service consumption

& Lean, end-to-end processes and automation

& Predictive, proactive & preventive care

& Focused service innovation teams

... stimulates adoption and an appetite for more services ... & Automation and data and digital “as-a-service”

... improves productivity and impact ...
Shared

Services
4.0

Branding & Talent

& Internal and external SS branding Performance

@ 55 as a must-have building block in your career ) _
& Speed, quality and consistency

@ 5SS as an employer of choice and talent pool o

& Transparency, reliability and control

... uplifts reputation and foster attractiveness of its brand ... @ Data driven and actionable insights

... enhances the credibility of the SS...
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Which approaches have been most effective in driving improvement?

St & Capatiies of Peoric | .

Tools & Solutions - | ¢0%:
Ability to overcome silos _ 49%
sso/ces mandate || NG ;2
Company culture _ 35%
Methodology (RGN 27

Legal & Regulatory requirements [ 10%

Other F 2%

**State of the Shared Services & Outsourcing Industry — Global Market Report 2025 - Government — SSON Research & Analytics P>
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With the potential of Agentic Al, what skills will be in highest demand for shared
services professionals?

53%

45% 45% 44% 44% 44% 44%
36%
30% 90%
24%
20%
18% 18%
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EY | Building a better working world

EY exists to build a better working world, helping to
create long-term value for clients, people and society
and build trust in the capital markets.

Enabled by data and technology, diverse EY teams in
over 150 countries provide trust through assurance and
help clients grow, transform and operate.

Working across assurance, consulting, law, strategy, tax
and transactions, EY teams ask better questions to find
new answers for the complex issues facing our world
today.

EY refers to the global organization, and may refer to one or more, of the
member firms of Ernst & Young Global Limited, each of which is a
separate legal entity. Ernst & Young Global Limited, a UK company
limited by guarantee, does not provide services to clients. Information
about how EY collects and uses personal data and a description of the
rights individuals have under data protection legislation are available via
ey.com/privacy. EY member firms do not practice law where prohibited
by local laws. For more information about our organization, please visit
ey.com.

© 2023 EYGM Limited.
All Rights Reserved.
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erial has been prepared for general informational purposes only

intended to be relied upon as accounting, tax, legal or other
nal advice. Please refer to your advisors for specific advice.
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