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Top Executive Issues that drive the trend 

to Shared Services

F&A SSC

Top executive issues

Â How to increase service efficiency?

Â How to increase service quality?

Â How to reduce operational risk?

Â How to prove the value of Shared Services 

delivery?
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Shared Services elevator pitch

Shared Services enable companies to

Consolidate efforts for delivering the same services to different groups 

within an organization

Lower administrative cost by leveraging economies of scale

Adapt more flexibly to growth and acquisitions

Improve the service to the business

Best Practices

Baseline performance of 

processes relevant for 

centralization

Harmonize and standardize 

business processes

Automate business 

processes via technology 

investments 

Enable employees and 

business partners via self 

services and  single-point-

of-contact

Manage services effectively 

through a globally 

consistent service and 

operating model

Implement governance to 

internal client-provider 

relationship
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Â HR Operating Model

Â Service Delivery Model

Â SSC organizational 

structure

Â Location

Â Service Level 

Agreements

Â Governance model

Â Legal form

Employee Interaction Center
Inquiries

Orders

Knowledge
Database

Digital
Personnel File

Scanning

Generalist

1st Level

Specialist

2nd Level

Expert

3rd Level

Employee Portal

Self Services

Mail

Phone

Fax

E-mail

Core ERP
e.g. FI-AR, HCM

100%

10%

35%

5%

50%

Correspondence
Tool

Adobe Inter-
active Forms

Employee Interaction Center
Inquiries

Orders

Knowledge
Database

Digital
Personnel File

Scanning

Generalist

1st Level

Specialist

2nd Level

Expert

3rd Level

Employee Portal

Self Services

Mail

Phone

Fax

E-mail

Mail

Phone

Fax

E-mail

Phone

Fax

E-mail

Core ERP
e.g. FI-AR, HCM

100%

10%

35%

5%

50%

Correspondence
Tool

Adobe Inter-
active Forms

Four Action Areas are Common for Shared Service 

Projects to Reach the Full Benefit

Organization People

Â Change Management

Â Communication

Â Knowledge creation and transfer

Â Business Simulation und Training

Â Roles and Skill profiles

Â Personnel adjustment

Processes

Â Cost Baseline

Â Process scope and interfaces

Â Harmonization and standardization

Â Process documentation

Â Process targets and parameter

Â Pricing

Â Benchmarks

IT Infrastructure

Â IT Architecture, 

IT application landscape

Â Employee/Accounting Interaction Center

Â Scanning, Workflow

Â Knowledge base

Â Self Services

Â Automation

Â SAP CoE
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SAP Shared Service Framework addresses the 

no. 1 investment focus of Shared Service decision 

makers: Process Automation
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Expansion to serv ice other functions

Expansion to serv ice Legal function

Virtualization

More Customer Contact Centers/Interaction Centers

Expansion to serv ice IT function

Off-shoring

Serv ice delivery  platform owned by  SSC

Consolidate number of SSCs

More self-serv ice

Outsourcing

Global Reach

Expansion to serv ice Procurement function

Expansion to serv ice Finance function

Expansion to serv ice HR function

More Centers of Expertise

More automation

World-Class

Peer Group

Source: Hackett 2008 Shared Services Performance Report
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SAP Shared Service Framework addresses the 

biggest concern of Shared Service decision makers: 

Service Quality

Source: Hackett 2008 Shared Services Performance Report
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The concept behind the 

SAP Shared Service Framework 

Pillar III ïTools For Analytics, Reporting and Governance 

Pillar I - Automation

Generalists

Interaction Center

Maximum 

use of

Self Service

Applications
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Of 

Core 

Processes

Use of 

Applications to 

enhance 

Communication 

and Case Mgmt.

Pillar II ïEffective Communication and 

Efficient Service Delivery

Best 

Practice 

SSC 

Operations
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The SAP Shared Service Framework 

Communication front-end between 

Service Center and client

Â Inbound and outbound communication  with 

clients of the service center are improved by 

tight integration between communication 

frontend and business applications

Â Self Services help enable process 

constituents

Process facilitation:

Â Data from several client organizations 

processed at the Shared Service Center

Â Logical aggregation of information as 

applicable

Â Data exchange with backends

Governance

Â Manage Delivery against defined KPIs

Shared Services Framework

Product Catalogue; Multifunctional back-end capability; IT-Architecture

Portal Solutions; additional Self Services; Processes and Forms; é

SLA Cockpit; track performance and enable compliant operations

F&A HR IT
Procure -

ment

Real -

Estate /

Facility

Enablers

Enablers

Enablers

Shared Services
Process Management
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Corporate services
Procurement 

shared services

HCM 

shared services

Financial 

shared services

The SAP Shared Service Framework complements SAP 

Solutions relevant for Shared Services 

SAP product available

SAP product available with future releases

Future focus

Partner product available

Partner product available with future releases

Collaborative business map available

Sxx, Vxx, Bxx SAP product and service 

Pxx Partner product

For more information see: http://www.sap.com

Shared services 

process mgmt.

¸ Shared Service Framework

u Process flow analytics

Service level mgmt. cockpit

OCR inbound doc

handling

Outbound doc. handling

SAP Interactive Forms

Duet (information worker)

¸ SAP NetWeaver Master 

Data Management.

¸ SAP NetWeaver Exchange 

Infrastructure

¸ Bus. comm. mgmt. 

(CTI and WICOM)

¸ Document mgmt.

SAP Productivity Pack by 

RWD

¸ SAP Business Workflow

¾Resource mgmt.

¸ General ledger

¸ Accounts payable

¸ Invoice management

¸ Supplier enabling 

(biller direct pay-side)

¸ Accounts receivable

¸ Credit management

¸ Collections management

¸ Dispute management

¸ Customer enabling 

(biller direct sell-side)

u Intercompany reconciliation

¾ Intercompany processing

¸ In-house cash

¸ Inventory accounting

¸ Fixed asset accounting

¸ Tax accounting

¸ Treasury

¸ Local close

¸ Financial statements

u Tax management

u SSC analytics

u Supplier connectivity

¸ Procurement interaction 

center

¸ Requisitioning

¸ Purchase request processing

¸ Purchase order processing

¸ Trading contract management

¸ Receiving

¸ Financial settlement

¸ Manage catalog content

¸ Managing compliance

¸ Supplier collaboration

u SSC analytics

¸ Travel management

¸ Real estate management

¸ Enterprise asset mgmt.,

spec. IT help desk

¸ Environment, health, and 

safety compliance 

management

¸ Global trade services

¸ Payroll and legal 

reporting

¸ Time and attendance

¸ HCM processes and forms

¸ Benefits management

¸ Employee administration

¸ Recruiting

¸ Enterprise learning

¸ SAP Employee Self-Service  

and SAP Manager

Self-Service

¸ Kiosk Systems

u SSC analytics

Shared Services Framework

Product Catalogue; Multifunctional back-end capability; IT-Architecture

Portal Solutions; additional Self Services; Processes and Forms; é

SLA Cockpit; track performance and enable compliant operations

F&A HR IT
Procure -

ment

Real -

Estate /

Facility

Enablers

Enablers

Enablers

Shared Services
Process Management
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Please release internal order 400397

Mrs. Whang

Unparalleled integration between service center 

frontend and multiple backends

Interaction Center

© SAP 2007 / Page 14

N * Backend  systems

Access to data from 

financial systems to 

solve service requests

Exceptions within local 

financial processes are

escalated
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SAP Financials

Levers for savings and service quality in 

Shared Service Delivery

Supplier: 

When will my invoice be settled?

Communication Platform ïShared Service Framework

System provides 

information about 

open items

System provides 

status of invoice

Supplier calls
Agent receives 

phone call

Supplier wants to 

know if / when the 

invoice will be settled

Invoice data are 

available

Agent

informs supplier

Supplier ends 

call

Example: FIN

Value generated

ÁShared Service delivery usually consists of execution and communication.  Both means combined Intelligently 

saves cost and ensures quality service.

ÁShared Service delivery usually happens on a historically grown backend system landscape (often 10-100 backend 

systems). Todays Shared Services try to work their way around the multiple negative effects of this heritage.

ÁShared Service delivery needs to establish defined expectations on service delivery performance 

../../01_Vorlagen&Informationen/00_Sales/Offline Demos/AIC/EN_AICProcessing.sim
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The SAP Shared Service Framework - one integrated 

operating environment for Shared Services

The Shared Services 

Center agent operates 

entirely from one operating 

environment ïthe 

Interaction Center.  

The Interaction Center 

provides the means to 

support communication 

with employees, suppliers 

and clients and integrates 

with the applications in the 

backend systems of the 

corporate landscape. 

The Interaction Center is 

part of the SAP Shared 

Service Framework

Example: FIN



SSC Agent

Channel Support

ÂE-Mail

ÂPhone

ÂSelf-Service

Âé

Service Ticket Management

ÂCategorization

ÂContact History

ÂStatus

ÂSLA Compliance Management

Process Monitoring

ÂCheck Lists

ÂRouting Rules

Customer Focus

ÂCustomer History

ÂSurveys

ÂComplaint 

Management

Reporting

ÂAnalysis of 

relevant KPIs

The SAP Shared Service Framework contains a powerful 

communication frontend  - the Interaction Center

SAP Integration

ÂMaster Data

ÂTransaction / 

Application

Calls

© SAP AG 2010. All rights reserved. / Page 19



The SAP Shared Service Framework ðseamless service 

delivery in a multiple -backend SAP landscape

© SAP 2009 / Page 20

Example:

The Shared Services 

Center enters a travel 

expense item on-behalf of 

a traveller into the relevant 

system of records for which 

the traveller was not 

authorized by default. 

Example: FIN



The SAP Shared Service Framework ðAutomation and 

intelligent use of existing context reduce capacity needs

Example:

Automated notification of 

the Shared Services 

Center out of batch-runs 

via service ticket containing 

all context information at 

point of error.

Example: FIN
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The SAP Shared Service Framework generates a 

radically improved service experience

Request for cost object release Controlling

Master Data

Internal Order

Please release internal order 400397

Mrs. Whang

Example:

Employee involves the 

Shared Service Center with 

one click from the point-in-

process at which he needs 

assistance.

All context information is 

automatically transferred to 

the SSC together with the 

request minimizing the time 

to complete the transaction.

Service Request

Example: FIN



The SAP Shared Service Framework supports the Shared 

Services Center in focusing on value generation

Customer Fact Sheet

Customer and Vendor Fact 

Sheets provide the Shared 

Services Center team with 

context information about 

the business partner 

involved in the current 

transaction.   

Fact Sheets ensure that the 

Shared Services Center 

can act with the most 

complete view to the 

business implications.

Example: FIN



External Self Service Portals connect the Shared 

Services Center with customers and suppliers

Supplier sends inquiry  e.g. inquiry for parked 

invoice and receives responses

Shared-Services Center agent process vendorsô 

inquiries with CRM Interaction Center. 

SSC Agent

Supplier

Example: FIN



A new set of Financial Self -Services optimize the user 

experience with Shared Services and save costs

The Shared Services

Framework adds valuable 

Financial Self Services to the 

self service portfolio from which a 

self-service portal can be built for all 

business functions. 

Re-use and seamless integration of 

Master Data  governance technology 

provides full flexibility for future 

extension to full harmonized financial 

master data

Example: FIN



Support Employees to Execute Individual Administrative 

Tasks ïLower skill requirements 

Employee

SAP  Human Capital Management

Communication Platform ïShared Service Framework

System provides information about 

employment status and dependents
System provides information about 

current benefits programs

Employee calls
Agent receives 

phone call

Employee needs 

information about 

benefits offering

Agent receives answer via 

knowledge data base

Employee enrolls in a 

benefits program / 

plan 

Employee

Additional automation 

enables HR to answer 

queries already with 

first shared service 

center agents.

Example: HR

Value generated

Â Relieve from administrative tasks.

Â Processing time is transparent

Â TCO is reduced ïno expensive integration projects needed  / one vendor process support

Â Service quality is ensured



Enable Transparency for Automated Processes and 

Service Performance - Shared service center can monitor processes

Employee

SAP  Human Capital Management

Communication Platform ïShared Service Framework

System provides information about current 

working time

Employee calls
Agent receives 

phone call

Employee wants to trigger a 

working time reduction 

process

Agent starts process and 

creates a service request

Process and service request 

are closed. Employee is 

informed automatically

Employee

New working time is stored in the 

system

HR process and service 

request are linked to 

each other. Processing 

steps are automated via 

SAP Workflow.

Example: HR

Value generated

Â Agent is able to start an HR process and the service request in one step

Â TCO is reduced ïnot expensive integration projects needed  / one vendor process support

Â Service transparency and quality is ensured



Employee Authentication

Shared service center can ensure dealing with the right contact

Employee

SAP  Human Capital Management

Communication Platform ïShared Service Framework

System provides authentication data (Infotype 0816)

Employee creates 

authentication 

data in ESS

Agent receives 

phone call

Employee has a query that 

needs employee 

authentication

Agent authenticates the employee, 

creates a service request,  completes 

query and service request.

Employee

Example: HR

Employee 

calls

Value generated

Â Agent is able to authenticate the employee with the pass words the employee has maintained himself/herself

Â Regular updates of the passwords ensure a higher security standard



SAP Shared Service Framework
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SAP Shared Service Framework

Whatôs in it

Interaction Center

ERP 6.0

Supplier/ 

Vendor
CustomerEmployee Manager

ERP 2004 mysap 4.6c

Self Service Foundation (MDG)
Data 

Extrac-

tion 

Inter-

face

Enhance-

Ments to IC

Enhance-

ments to 

Applications

Process 

Integration

Existing system 

landscape
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The SAP Shared Service Framework addresses

1. Captive Shared Services Organizations automating service delivery 

Leverage rich SAP application portfolio to equip Shared Services centers with state-of-the-art 

process automation. Support service delivery excellence in heterogeneous corporate 

landscapes. 

2. Optimum integration of communication and  back-end process automation

Self services and interaction centre uniquely integrated with relevant business applications 

reduce the cost per Shared Service transaction and improve service quality. 

3. Shared Services Organizations becoming increasingly multifunctional

The SAP Shared Service Framework brings a single software solution to multiple streams for 

Shared Services delivery (FIN, HCM, Procurement)

4. Transparency in Shared Service operation 

Tracking mechanisms enable traffic analysis. Data extraction interfaces support KPI-based 

governance of the client-relationship and optimization of service quality.

Positioning:

ÂNew solution to improve efficiency and 

effectiveness of shared service centers

ÂEquips Shared Services Centers with a 

multifunctional operations platform that 

integrates existing backend SAP systems 

ÂDelivers capabilities to standardize and 

automate typical business processes 

handled by the shared service organizations 

ÂSupports monitoring service delivery 

performance (service level agreements)

The SAP Shared Service Framework

The Bottom Line

Solution Enhancements:

ÂMultifunctional Shared Service 

Framework integrated with relevant 

applications supporting in/outbound 

communication with vendors, suppliers 

and employees based on CRM 

technology.

ÂMulti-backend support added to 

relevant applications supporting re-use of 

application assets for Shared Services 

ÂSelf services added (FIN) and 

harmonized (HR) to one UI

ÂData extraction for KPI data enabled

Key Benefits:

Â Lowers costs of Finance or HCM 

processes trough automation and 

efficiencies in communication.

Â Leverages economies of scale by 

enabling harmonized service provision to 

multiple organizations

Â Improves stakeholder satisfaction by 

supporting consistency in execution, 

easy accessibility and the ability to 

monitor service quality


