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Improving service, while 
keeping down costs. 
Creating value from your 
support functions. 



Business services transformation

The internal support functions of an organisation 
– including Finance, IT, HR, Procurement and Real 
Estate – can represent 10–15% of an organisation’s 
cost base. It is possible to increase the efficiency and 
effectiveness of these functions by standardising, 
simplifying and making effective use of technology 
and sourcing. 

Based on a PwC study, 65% of global organisations 
have made cost savings of up to 40% on their 
support functions by either creating a shared service 
organisation and/or outsourcing elements of them.

A growing trend in structuring support functions is to centralise and move towards hybrid sourcing models with 
captive shared service operations supported by off-shoring and/or outsourcing.

Many companies have already established shared service centres for major business processes and/or outsourced 
their IT and back-office functions. Often they are now looking at various sourcing models for core activities like 
research, product development, tax and legal services as a mean of obtaining strategic advantages, not just as a cost-
cutting measure. 

Shared services and outsourcing

Typical client challenges How can we help

Threats from emerging economies and competitors • 
leading to high pressure on margin

Performance improvement and innovation efforts • 
have only partially delivered expected benefits

Interdependent business units require strategic • 
alignment and an ability to execute initiatives at a 
rapid pace 

Extracting more value from ERP implementations • 
and/or upgrades

Risks associated with inadequate controls and • 
regulatory compliance

Looking to 3rd party providers to take over the • 
routine, transactional processes to allow more focus 
on the core business

Identify non-core processes and define the sourcing • 
strategy across all functional areas - for both services 
and products

Assess the quantitative and qualitative feasibility of • 
various sourcing strategies

Assist in selecting the appropriate business model • 
(outsourcing, shared services, captives, hybrid 
models, strategic hubs)

Design and implement an effective and scalable • 
operating model and, where appropriate, engage 3rd 
party providers

Manage the transition to the selected operating • 
model, using subject matter and regional experts



Assess Design Construct Implement Operate &
review 

Programme Management

Benefits Management

Change Management

• Build 
organisation, 
processes, 
technology and 
data structures
• Get quick 

wins
• Establish the 

culture
• Manage the  

people impact

• Transform the 
business

• Manage, 
monitor and 
resolve issues
• Manage the 

services and 
relationships

• Deliver the 
business 
case – realise 
the benefits

• Structure the 
future model

• Agree the scope, 
service levels 
and/or assets to 
transfer
• Develop  

implementation 
plan

• Outsourcing 
health check

• Re-assess 
contract and 
relationship
• Review 

operation, 
scope of 
services and 
pricing

• Renegotiate, 
decommission 
and/or 
reallocate

• Validate the 
strategy

• Gather the 
baseline

• Understand and 
test the market

• Assess and 
benchmark 
options

• Prepare case for 
change

Our approach

Organisations who get value from their support functions do so by following a clear five step Shared Services and 
Outsourcing lifecycle aligned to our Transform methodology. 

Benefits from shared services and 
outsourcing

Improved user experience• 
More effective demand management• 
Combining services into user bundles• 

Higher quality service

Simplification and standardisation

Support for future growth

Focus on core business

Cost reduction

Controls and compliance• 
Better management information• 
End-to-end process management • 

Enhanced ability for acquisitions• 
Increased flexibility and scalability• 
Continuous improvement• 

Focus on core capabilities• 
Simpler and more effective organisation• 
Industry leadership• 

Efficiency savings• 
Increased labour arbitrage• 
Economies of scale• 



We have a multi-disciplinary team, 
consisting of strategic sourcing 
and subject matter experts in tax, 
transfer pricing, customs matters, 
regulatory, HR, technology, financial 
modelling, governance, controls and 
risk management. We independently 
advise clients and tailor practical 
solutions to suit their strategic 
and operational goals. We utilise 
our regional and global presence 
to combine deep capabilities with 
specific local knowledge.

Our experience

PwC are recognised as market leaders in 
shared services and outsourcing

PwC firms help organisations and individuals create the value they’re looking for. We’re a network of firms in 158 countries with close to 169,000 people who are 
committed to delivering quality in assurance, tax and advisory services. Tell us what matters to you and find out more by visiting us at www.pwc.com.

This publication has been prepared for general guidance on matters of interest only, and does not constitute professional advice. You should not act upon the 
information contained in this publication without obtaining specific professional advice. No representation or warranty (express or implied) is given as to the accuracy or 
completeness of the information contained in this publication, and, to the extent permitted by law, PricewaterhouseCoopers LLP, its members, employees and agents 
do not accept or assume any liability, responsibility or duty of care for any consequences of you or anyone else acting, or refraining to act, in reliance on the information 
contained in this publication or for any decision based on it. 

© 2012 PricewaterhouseCoopers LLP. All rights reserved. In this document, “PwC” refers to PricewaterhouseCoopers LLP (a limited liability partnership in the United 
Kingdom), which is a member firm of PricewaterhouseCoopers International Limited, each member firm of which is a separate legal entity.
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The International Association 
of Outsourcing Professionals 
(IAOP), the global standard setting 
organisation and advocate for the 
outsourcing profession, has ranked 
PwC first on its list of the “World’s 
Best Outsourcing Advisors”.

With over 27,000 Advisory 
professionals around the world, 
we work collaboratively with over 
80% of the world’s Fortune 500 
companies.

We have completed over 300 shared 
services projects worldwide and 
have a team of 1200+ core experts 
around the world, with expertise 
across 17 industry sectors. 

World's best 
outsourcing 
advisors

80%+ 
of Fortune 500 
companies

300+ shared 
services projects 
globally
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+44 (0) 20 780 43166 
nick.atkin@uk.pwc.com

Sam Waller
+44 (0) 20 721 25531 
sam.waller@uk.pwc.com
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How we have helped
We recently supported a world leading agribusiness with over 24,000 
employees in more than 90 countries, whose growth through mergers 
and acquisitions had resulted in a fragmented and globally distributed 
model for HR, Finance, Procurement and Information Services. Aggressive 
growth ambitions needed to be supported by a robust, scalable platform 
for support functions. 

We helped to design a solution that delivers savings of $100m per annum 
and has created a global concept for all support functions which aligns 
them to the company’s growth strategy. PwC  brought in a global team 
of experts, providing both a leading practice as well as valuable lessons 
learnt from other business service organisations.


