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Supplementary Narrative
Further Questions for Best Mature Shared Services Organisation (3 + Years) 
I. Strategy  
i) Please provide date of inception for the SSO, a brief overview of vision and strategic framework. Describe also any resistance (s) encountered internally with the client and how it was/they were responded to 
ii) Please give details of ERP and number of instances of different ERP systems globally 

iii) Have you met economic threshold initially set? 

iv) Please provide evidence of how the vision has been executed over period of existence (brief implementation plan) eg: How has this work been migrated in? 

v) What are the governance mechanisms? 
Maximum 500 Words (Respond Here) 

II.   Provide Evidence of Your People Management, Culture and Change Management Initiatives  
i) Please describe your current people management strategy including recruitment, training, development and retention. Illustrate with examples and support with KPIs 
ii) Please describe current culture within the SSO noting impact on people management and change management 
iii) Please describe how the SSO rewards and recognises employees 
iv) Please note how change management has been maintained in the SSO and the key impacts therein on customers, service, cost and people 
v) What kind of business disruption have you faced? Please provide at least one example and describe how it was handled 
Maximum 300 Words (Respond Here) 

III.   Innovation & Automation 
i) How does the business recognise innovation? 
ii) How has automation contributed material value? Please give examples in terms of i) efficiency ii) FTE savings iii) cost savings iv) other impacts (difference over given period) 

iii) Please note how you think automation will impact on your SSO over the next 3 years including the opportunity for BPO 
Maximum 300 Words (Respond Here) 
IV.   Customer Relationship Management and Customer Service 
i) Please describe the SSO Client relationship/service management model noting the following but not exclusive to i) target/KPI setting ii) SLAs management, frequency of measurement and basis for action iii) service level communication on performance levels  

ii) How do you ensure a balance between customer priorities and the strategic direction of the SSO? For example how you balance needs of standardisation with the customer needs for service?  

iii) How do you gather customer feedback that is relevant, timely and specific, with examples to support? How do you create a “live and breath” culture of customer service in the centre? 
iv) Describe your general pricing structure. Have you implemented “per transaction” pricing for any services? Describe any “gain share” mechanisms and give examples of how this brought value to your internal clients  

Maximum 300 Words (Respond Here) 
V.  Please Describe Your Approach to Control 
i) How do you ensure that processes are efficient and under control and that issues are resolved in a timely basis? Talk about the structures you use eg: KPIs, Sarbox, internal and external audit and Lean and Six Sigma 

ii) Please provide details of any business continuity back-up plans 
Maximum 200 Words (Respond Here) 
VI.   Assess Level of Maturity and Future Strategic 
i) What methodologies/structures/mechanisms are used to identify and transition new business/opportunities (additional geographic reach/processes) into the SSO? Describe their success to date. Do the methodologies belong to the SSO alone or are they company-wide? If the former how you get buy-in to tackle single process issues which are cross-functional (eg: Purchase-to-Pay)
ii) To what extent has your SSO moved up the value chain? Give examples of services added to illustrate that point 

iii) Where do you believe your SSO is headed in the next 5 years in terms of outsourcing vs. offshoring, people resource, customer service, service offerings and structure? 
Written Comments (Include Here)  

