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Overview:

® Over 17 years’ business experience in the global outsourcing and shared
services industry across US, Europe and Asia

® An acknowledged industry advisor, strategist, author, speaker, practitioner
and blogger

® Advised on 100s of global IT & BPO engagements

Previous Experience:
® Practice Head for IT Services & BPO Practice, AMR Research (Gartner Inc)
® BPO Marketplace Leader at Deloitte Consulting

® Vice President for Everest Group, leading research and consulting teams
based in the US and India.

® Prior career:
= Regional Director, IDC Asia/Pacific

-  Program Manager, European IT Markets Services, IDC Europe

Education:

® BS with Honors in European Business & Technology from Coventry
University, United Kingdom

® Diplome Universitaire de Technologie in Business & Technology from the
University of Grenoble, France
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HfS Research is a leading analyst authority and

knowledge community for the global services industry
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HfS educates and facilitates discussion among the world’s largest
knowledge community of services professionals, currently
comprising 120,000 subscribers. 17,000 LinkedIn Group members;
leading blog and research portal in the services industry

The largest web and social media presence in the sourcing industry:

A major following from the buy-side: 40% of readership comes from
sourcing buyers

We leverage our vast community of sourcing professionals to deliver
rapid insights on global sourcing industry trends & developments:
Surveyed over 15,000 organizations in 2011-12 on their sourcing
intentions and dynamics

HfS Research HfSResearch.com
Collaborative sourcing intelligence
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The 2012 HfS Research Team

20 analysts based across
North America, Europe,
India and Australia
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ARE YOU READY FOR BLUEPRINT 2.0?

SESSIONS 2.0
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For for information, contact...

TOM.IVORY@HFSRESEARCH.COM
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Meet the Services Savants

CONTACT US ABOUT US MOST WANTED

Wanted by the Global Servicing Industry

Peter
Cliff Phil Bendor- Charles Ben

Justice Fersht Samuel Aird S Trowbridge
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Why are buyers being tentative with making
outsourcing decisions?

Q. Overall, is the prospect of a "Double Dip" Recession currently increasing / decreasing
your organization's current focus on outsourcing?

Decreasing
our focus
7%

No change
38%

Source: HfS Research
Sample: 157 Buy-side Organizations
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Is it really all about cost, or are buyers getting
more sophisticated?

To what extent are the following factors MOTIVATING your organization to outsource
in this current economy?

m Not a
motivating
factor

m Somewhat
motivating
factor

m Strong
motivating
factor

Buy-side Organizations

Drive out Better access to Greater flexibility Better access to Availability of
immediate standardized to scale our global technology proven offerings
operating cost business operations support services from providers
quickly processes

Source: HfS Research

~ S Sample: 157 Buy-side Organizations
’;..%5 Y y g

Copyright © 2012 HfS Research Ltd.



What’s the dominant sourcing model today, and how will this
evolve in the future?
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100%

B Use a Hybrid of Shared Services

and Outsourcing
80%

M Use Shared Services (limited/no
60%

outsourcing)

40%

B Use Outsourcing (limited/no
shared services)

20%

® No shared services or outsourcing

0%

Source: ACCA and HfS Research, 2012
Sample: 1492 Buyer Organizations

Which of the following delivery frameworks best describes how your finance function
=¥ currently operates?
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Why have business objectives changed since SSO
engagements were initiated?

Leverage capability and solutions from 3rd party service providers
Add flexibility to scale your organization's future finance needs
Improve finance talent

Drive and leverage best practices across other business..

—

Support a broader corporate strategic agenda for shared..
Achieve overall finance transformation

Support organizational expansion / acquisitions

Drive data transparency

Improve finance service quality

Make finance function more global

Improve / gain access to new finance technology
Enhance both internal and external customer satisfaction

Free up the retained finance function for higher value work brease in implortance
Improve working capital

Obtain tax benefits

Improve finance capability

Enhance overall business performance

Transform onto standard / preconfigured finance processes (i.e...
Improve transparency over controls / regulatory requirements
Deliver finance processing efficiency

Drive compliance and regulatory requirements

Lower the finance cost base|

T T 1 T

0% 10% 20% 30% 40% 50%
Increase in importance since SSO engagement was initiated

Q. Please rate how important the objective was at the initial deployment of
finance shared services and/or outsourcing compared with how important Source: HfS Research & ACCA, 2012

’% it is today (Answers = Extremely important and important) Sample: 436 Senior Finance Executives
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Why are business objectives so different across delivery
frameworks?

For each of the following business objectives, please rate their importance with regards to
your finance shared services and/or outsourcing initiative today (Revs > $500m)

m Use Outsourcing mUse Shared Services ®Use a Hybrid of Shared Services & Outsourcing

T —
Deliver finance processing efficiency : 84%
I
0
Lower the finance cost base ! 72%
Transform onto standard / preconfigured finance (sl o ———— T s e T ‘.
i 73%
processes (i.e. AP/payroll) [ A e I
Free up the retained finance function for higher value 7304
work .
Improve finance service quality 68%
ettt
Improve finance capability 71% :
Drive compliance and regulatory requirements 63%
Improve transparency over controls / regulatory 61
requirements e ————— T —————— _
I
Achieve overall finance transformation 66% :
Make finance function more global 59%
, Source: HfS Research and ACCA, 2012
RENZS Sample: 682 Organizations > $500m
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Are Global Business Services a reality, or is it really just
hybrid Shared Services and Outsourcing?

How effective have your current finance shared services/outsourcing initiatives been for
achieving the following business benefits to date (“Very effective” & “Effective”)?

m Use Outsourcing
Transform onto standard / preconfigured finance processes
(i.e. AP/payroll)

Drive compliance and regulatory requirements

Deliver finance processing efficiency

Improve transparency over controls / regulatory
requirements

Lower the finance cost base
Achieve overall finance transformation
Improve finance capability
Free up the retained finance function for higher value work=

Drive data transparency

Add flexibility to scale your organization's future finance
needs

Make finance function more global

B Use Shared Services

m Use a Hybrid of Shared Services & Outsourcing

Source: HfS Research and ACCA, 2012
Sample: 682 Organizations > $500m

Copyright © 2011 HfS Research Ltd.



Is it industries going through secular change that are more focused on
increasing outsourcing than shared services?

Significantly increasing Shared Services and Outsourcing over next three years

Entertainment, Media &
Publishing

Software & Hi-Tech

Energy & Chemicals

Banking, Financial Services
/ Insurance

Pharma, Life Sciences &
Health Care

Retail & Hospitality

Consumer Packaged Goods
/ Manufacturing

Utilities & Telecom
Other

Public Sector

11%

10%
13%

9%
13%

Source: HfS Research and the London School of Economics Outsourcing Unit, 2011
Sample: 247 Buyers of Outsourcing Services (all more than $1bn in annual revenues)
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Is there still a huge about of potential
for sourcing extension?

What is your primary sourcing model for managing the following IT & business processes?

mInhouse ®Shared Services mCaptive mOutsourced
IT Help Desk 36% 17% 9%
Application Development 38% 16% 16%
Payroll 39% 22% 5%
ERP Maintenance 42% 14% 9%
Benefits Administration 44% 20% 4%
Purchase-to-Pay 48% 29% 6%
IT Infrastructure Management 49% 16% 8%
Accounts Payable 49% 25% 6%
Employee contact center 53% 21% 5%
Accounts Receivable 55% 24% 7%
Recruitment / Staffing 59% 21% 2%
General Accounting / GL 60% 23% 5%
Logistics/Supply Chain Management 65% 19% 4%
Workforce data management 67% 17% 5%

Strategic Sourcing: Indirect Procurement 71% 18% 4%

Record-to-Report 74% 17% 3%
Strategic Sourcing: Direct Procurement 77% 15% 3%/

Source: HfS Research and the London School of Economics Outsourcing Unit, 2011
Sample: 347 Buy-side Organizations




Gradual or dramatic change —is it just best to rip
off the Band-Aid?

How effective have your current outsourcing initiatives been for achieving the following

business benefits to-date? Answer = Very Effectiv

Reducing Operating Costs

Meeting compliance / regulatory requirements

More effective global operations

Gaining access to new business process acumen

Transforming / re-engineering processes

Forcing change into our business operations

Gaining access to new technology

Providing new and creative methods of achieving
business value (innovation)

e

__________

________
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& H Enterprise Buyers:
30% $3bn+ revenues
0,
26% @ Mid-market Buyers:

16% S1bn-$3bn revenues

21%

19%
9%
17%

Source: HfS Research and the London School of Economics Outsourcing Unit, 2011

Sample: 277 Buyers of Outsourcing Services



Why do providers underestimate the importance buyers place
on change management, governance and culture

M Attributes of providers that buyers (with significant influence) view as critical

M Attributes providers think buyers view as critical

Track record to deliver standard operational services

Knowledge of specific industry processes

Ability to support change management and g'nance

Global delivery scale

Ability to transform processes

Ability to spt biz-outcome initiatives, versus "effort-based"

Ability to guarantee gainsharing incentives

Ability to provide innovation

Culture of the provider's delivery org

Ability to provide analytical insight

Brand

Source: HfS Research and the London School of Economics Outsourcing Unit, 2011
Sample: 347 Outsourcing Buyers and 544 Outsourcing Suppliers
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Are providers with “skin in the game”

taking the lead?

Type of Pricing Deployed F&A_BPO antactg with
Gainshare incentives

100% -
12 ® Transaction = Gainshare
S 80% - -based
E

60% -
8 ’ = Hybrid
al
m 40% -
;(5 ® No
L 20% - = FTE-based Gainshare
N
o

0% !
2009 2010 2011 2009 2010 2011

Source: HfS Research, 2012
= Sample size: All current multi-scope F&A BPO contracts (includes 2 or more core F&A processes bundled)
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Any questions?
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ARE YOU READY FOR BLUEPRINT 2.0?

3 Petiod. b
SVP - Global Sourcing
[HfS 50 Blueprint Sessions]

SESSIONS 2.0
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For for information, contact...

TOM.IVORY@HFSRESEARCH.COM
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