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What will the future look like?

What can Shared Services do to stay relevant?

So what does this mean to Shared Services?
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What will the future look like?



7.8 billion population by 

2020

80% of adults will own  

smartphones by 2020

Worsen Climate 

Change (Appendix A1)

More Conflict for 

resources

Widen Wealth Disparity

More Disruptive Technology

• >1 mil Apps in the market 

(Appendix A2) 

Populist 

Political 

Systems

Changing 

Employment Landscape

0.5mil multipurpose 

robots ship annually by 

2020 (Appendix A3)

Nationalism vs 

Globalization

Trade War vs 

Free Trade

+ Everything is 

Accelerating

What will the future look like?

Many more threats…



So what does this mean to Shared Services?

Oriented to 

Business Units

Policies & Control 

Capability 

Enhancement
Standardization

Operational 

Culture

Cost Reduction

Cost per unit 

of Service 

Offshoring/ 

Outsourcing

Service based on

procedures

Service based 

on Service Level 

Agreement
Locate at HQ

Alongside 

with 

Business 

Units

2020201080s 200090s

Economies 

of Scale
Centralize & 

Control
Specialization

2030

Digital 

Collaboration
Technology 

Highway

Job redesign

Productivity-

Automation

Technological 

Singularity –

Artificial 

Super-

intelligence

Data driven 

decision making

Service 

Quality

Synergies

“One-size Fits All”

THEN

Efficiency, Cost savings, Value generation

NOW
Service Level, Technologies, Partnership 



What can Shared Services do to stay relevant?
Framework of Shared Services 

Culture & Leadership

Vision & Mission



Aligning Shared Services to Business Model 

Canvas
Culture & Leadership

Vision & Mission

Credits: https://en.wikipedia.org/wiki/Business_Model_Canvas

https://en.wikipedia.org/wiki/Business_Model_Canvas


Aligning Shared Services to Business Model 

Canvas
Culture & Leadership

Vision & Mission



Aligning Shared Services to Business Model 

Canvas

Key Partners Key Activities Value 

Propositions

Customer 

Relationships

Customer 

Segments

Key Resources Channels

Cost Structure Revenue Streams

Culture & Leadership

Vision & Mission



People – Productivity vs Innovation

Strategy

Value-Added 

Services

Admin

10%

30%

60%

Transaction heavy

60%

10%

30%

Automation & Lean Process 

Productivity

Innovation 

Culture & Leadership

Vision & Mission



Mobility/ Open 

Concept Office

Retaining Talents

Fast Track Career/ 

New Age Title

Paperless

Collaborative 

Environment
Work Life Balance

Mentor/ Coach
Gamification

• Timeout for 

innovation

• Data Scientist/ Thematic 

Analyst

• Vendor Partnership/ 

Development

• Supply Assurance 

• Vendor Product Innovation 

• Automation

• Green

• Cross-functional 

collaboration

• Clear Goals, 

Real-time 

response and 

Scoreboard
• Networking

• Coaching

• Visualize, 

Purpose, 

Direction etc

Culture & Leadership

Vision & Mission

People – What do Millennial want?
Top Most important career goals of Singapore Undergraduates (Appendix B)

1) "to have work/life balance" 

2) "to be secure or stable in my job“

3) "to be dedicated to a cause or to feel that I'm serving the greater good".



Process - Business Balanced Scorecard 
• Set clear targets and identify projects to deliver results

• How can we 
continue to 
improve, create 
value and 
innovate?

• What business 
processes must 
we excel at?

• identification of a 
few relevant 
high-level 
financial 
measures

• What is important 
to our customers 
and 
stakeholders?" 

Customer Financial

Learning 
& Growth

Internal 
Business 
Process

Culture & Leadership

Vision & Mission



Process - Problem Solving Approach

• Systematic approach to tackle complex issues

• Stakeholders alignment

• Discipline 

• Risk mitigation

• Sustainable

•Try•Study/ 
Reflect

•Hypothesis•Adjust & 
Standardize

Act Plan

DoCheck

Culture & Leadership

Vision & Mission

Define

Measure

Analyse

Improve

Control

Supplier

Input

Process

Output

Customer



System – Data is the new raw materials
Culture & Leadership

Vision & Mission

Big Data

Strategic and Tactical 
Information

BI

IOT

Data 
Analytics

• Setup Category 

Management for 

Applications, Technology 

• Update application 

catalog by category in 

quarterly basis



System - Disruptive Technology over few years 

Source : KPMG 

Culture & Leadership

Vision & Mission

Break-
through 
design

New 
Paradigm

Fine tune
New 

channel

Business Model Innovation

P
ro

d
u
c
t 
In

n
o
v
a
ti
o
n

Procurement in position to 

• drive and deliver business impact by 

harnessing innovative capabilities of its supply 

base and readily available technology in  the 

market  increased sales as a result of faster 

speed to market and increased customer value.

• Move from Cost only  Cost + Value

• Appendix C – Disruptive Technologies 



Key Success Factors in VUCA Turbo World

• DUTY OF CARE

• AGILE & RESILENCE

• BUILD ON STRENGTHS

• VALUE DRIVEN GOALS

Appendix D: 

Possible 

Initiatives



Act Now 

before it is 

too late

Redesign 

for 

Success

Apply the 

Right 

Technology 

to Win

3 Key Takeaways – Go Rock the Boat
Culture & Leadership

Vision & Mission



Further Reading



A

The world as we have 

created it is a process of 

our thinking. It cannot be 

changed without 

changing our thinking ~ 

Albert Einstein ”

“

Life is a series of natural and 

spontaneous changes. Don’t 

resist them; that only create 

sorrow. Let reality be reality. 

Let things flow naturally 

forward in whatever way they 

like ~ Lao Tzu

“

”




