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SERVICE DELIVERY LINES
% centres delivering a given service line

Finance & Accoun�ng

Human Resources (HR)

IT (Internal)

Procurement

Customer Service

IT (Design & Development)

Financial Services & Insurance

Sales & Marke�ng

Other

83%

69%

67%

52%

46%

44%

31%

28%

30%

29%
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CUSTOMER
SERVICES

FINANCE &
ACCOUNTING
SERVICES

IT DESIGN &
DEVELOPMENT

IT �INTERNALCOMPANY IT�

FINANCIAL
SERVICES&
INSURANCE

SALES &
MARKETING

HR SERVICES

PROCUREMENT 2.42.8

3.63.3

3.5

3.6

2.33.2

MATURITY OF
SERVICE DELIVERY LINES
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TYPES OF
CENTRES

AVERAGE CENTRE SIZE
ACCORDING TO TYPE

Mul�-Func�onal Centres

MULTI�FUNCTIONAL CENTRES

SINGLE TOWER: FINANCE

SINGLE TOWER:
OTHER DELIVERY LINES

Single Tower: IT Design & Development

24%

46%

6%
4%

1050
185

60
SINGLE TOWER:
IT DESIGN & DEVELOPMENT

370Single Tower: Other Delivery Lines

Single Tower: Finance



PROCESS TRACKER 2O22

7

NUMBER OF SERVICE
DELIVERY LINES IN CENTRES

34%

7% 7%
10%

16%

7%
9%

10%

1 2 3 4 5 6 7 8
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YES
YES

NO
NO

In the last 12 months has your centre taken
over any new knowledge-based processes?

In the last 12 months has your centre taken
over any new transac�onal processes?

Accoun�ng:
• AP Service Desk
• Cash Applica�on
• Project accoun�ng
• T&E Compliance

Accoun�ng:
• FP&A
• R&D Finance
• Financial Compliance & Audit
• Statutory Accoun�ng & Tax ac�vi�es

IT:
• Cloud Development

Procurement:
• Material planning
• Transporta�on Management
• Logis�c

Procurement:
• Strategic Sourcing
• Engineering to Order

Other:
• Legal
• Disrup�ve technology
• Service Management

71%
60%

29%
40%
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In the last 12 months has your
centre implemented any
significant Transforma�on
Programmes?
e.g., System implementa�ons, language unifica�on,
unified data model implementa�on, etc.

YES59%

NO 41%

Implementa�on:
• New ERP: S4Hana, MS 365, Oracle EBS
• ServiceNow

• Post Merger Integra�on
• Insourcing of AP and AR processes
• Service Delivery Model simplifica�on
• New Indirect S2P
• New omnichannel provider for Customer Contact team
• Client Data Model
• Mul�ple Con�nuous Improvement projects
(Process Improvement, Scope standardiza�on,
process standardiza�on, tools implementa�on,
knowledge sharing pla�orms, pre study, etc.)

Digitaliza�on and Automa�on:
• RPA Setup
• HR
• Sales Opera�ons
• Manual tasks
• Development of Inhouse system

TECHNOLOGY OTHER
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In the last 12 months has your centre
supported transi�on of your exis�ng
processes to an external provider?

YES13%

NO 87%

Accoun�ng:
• Accoun�ng:
• P2P & R2R
• GL accoun�ng (selected process)

HR:
• Talent Acquisi�on
• Payroll
• HR systems
• HR Admin

Other:
• WFM / Rostering
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HAS THE PROCESS OWNERSHIP
BEEN TRANSFERRED TO YOUR CENTRE?

Yes, par�ally

Yes, we have full
process ownership

No, it is not planned
at the moment

No, but there is
transfer plan in place

40%

28%

24%

24%
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AGE OF MULTI-PILLAR CENTRES

2019 - 2022

2015 - 2018

2012 - 2014

2007 - 2011

Pre 2006

9%

23%

21%

21%

26%
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Have you established the following internal func�ons
to support your Centre's development?

Other

(AI, Machine Learning, Deep Learning, Intelligent Document Understanding)

(Intelligent Chatbots, Voicebots)

(e.g., VBA, MS Excel)

(e.g., Uipath, Blue Prism, other)

Con�nuous improvement

Simple automa�ons

Dedicated data analy�cs / dashboarding team

PMO

Automa�on solu�ons - RPA

Advanced Automa�on

Conversa�onal AI

None of these

86%

73%

61%

60%

57%

24%

21%

3%

4%
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SERVICE DELIVERY LINES
% centres delivering a given service line

Financial Repor�ng and Analy�cs

Financial Period closing

Intercompany accoun�ng

Accounts Payable

Accounts Receivable

Tax Compliance & Accoun�ng

Cash Management and Treasury opera�ons

Fixed Assets Accoun�ng

Financial Planning & Analysis

Masterdata Management

Statutory Accoun�ng and Repor�ng

Transfer Pricing

Consolida�on

Internal Audit

ESG Repor�ng
(Environmental, Social and Governance)

98%
98%

96%
93%
93%
93%

91%
89%
89%

87%
82%

71%
71%

69%
44%
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FINANCIAL PERIOD CLOSING

FINANCIAL REPORTING
& ANALYTICS

FIXED ASSETS ACCOUNTINGFINANCIAL PLANNING & ANALYSIS

MASTERDATAMANAGEMENT

INTERCOMPANY
ACCOUNTING

ACCOUNTS PAYABLE

ACCOUNTS RECEIVABLE

TAX COMPLIANCE
& ACCOUNTING

CASH MANAGEMENT
& TREASURY OPERATIONS

INTERNAL AUDIT

ESG REPORTING

STATUTORY ACCOUNTING
& REPORTING

TRANSFER PRICING

CONSOLIDATION

7.8

3.7

5.9

8.26.6

5.3

6.3

7.8

5.9

4.3
6.9

6.07.8

6.77.3

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

Workforce administra�on

Talent Acquisi�on (Recruitment & Sourcing)

Payroll

Repor�ng

Helpdesk

Total Rewards

Learning & Development

Talent & Performance Management

Employer Branding support and strategy

Global mobility

Pension & Re�rement related services

97%

95%

89%

89%

81%

78%

76%

76%

70%

68%

62%
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TALENT ACQUISITION
�RECRUITMENT & SOURCING�

WORKFORCE
ADMINISTRATION

TOTAL
REWARDS

LEARNING &
DEVELOPMENT

TALENT& PERFORMANCE
MANAGEMENT

PAYROLL

REPORTING

HELPDESK

PENSION & RETIREMENT
RELATED SERVICES

EMPLOYER BRANDING
SUPPORT AND STRATEGY

GLOBAL MOBILITY 6.2

6.6

7.2

5.5

5.2

7.24.5

6.8

6.26.6

6.1

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

So�ware Development

Architecture for so�ware and systems

ALM – So�ware maintenance

IT Product Management

IT Project Management

So�ware and system tes�ng

Cyber Security architecture design and development

Cloud Services implementa�on support

100%

100%

92%

92%

92%

92%

92%

83%
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ALM � SOFTWARE
MAINTENANCE

SOFTWARE AND SYSTEM TESTING

IT PROJECTMANAGEMENT

SOFTWARE DEVELOPMENT

ARCHITECTURE FOR
SOFTWARE AND SYSTEMS

IT PRODUCT MANAGEMENT

CLOUD SERVICES
IMPLEMENTATION SUPPORT

CYBER SECURITY ARCHITECTURE
DESIGN AND DEVELOPMENT

7.1

6.76.3

7.0

7.6

7.2

6.67.8

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

IT support services 1st 2nd & 3rd line including patches

IT Infrastructure Management

Applica�ons change and access management

IT vendor Rela�onship Management

IT Applica�ons development and tes�ng

Cloud Services admin support

Cyber Security strategy and opera�ons

97%

92%

89%

89%

83%

83%

81%
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APPLICATIONS CHANGE
& ACCESS MANAGEMENT

CLOUD SERVICES
ADMIN SUPPORT

ITAPPLICATIONS
DEVELOPMENT&TESTING

IT SUPPORT SERVICES 1ST, 2ND
& 3RD LINE INCLUDING PATCHES

IT INFRASTRUCTURE
MANAGEMENT

IT VENDOR
RELATIONSHIP MANAGEMENT

CYBER SECURITY STRATEGY
& OPERATIONS 6.4

6.2

5.5

5.6

6.5 5.3

5.3

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

Category Management

Supplier Rela�onship Management

Contrac�ng

Strategic Sourcing

Cost Management

Maintenance and development of Procurement systems

89%

89%

86%

79%

79%

71%
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COST MANAGEMENT

STRATEGIC SOURCING

CATEGORY MANAGEMENT

SUPPLIER RELATIONSHIP
MANAGEMENT

CONTRACTING

MAINTENANCE AND DEVELOPMENT
OF PROCUREMENT SYSTEMS 5.87.2

5.6

5.5

6.05.5

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

Customer Services Desk

Complaints and Returns Management

Customer Reten�on

Sales & Marke�ng

100%

88%

76%

68%
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CUSTOMER RETENTION

CUSTOMER
SERVICES DESK

COMPLAINTS &
RETURNS MANAGEMENTSALES & MARKETING 6.34.5

7.4

5.7

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

Banking Opera�ons

Compliance including KYC and AML

Fund Management and Accoun�ng

Credit Risk Analysis and Management

Valua�ons

Market Risk Analysis and Management

Regulatory Repor�ng for financial services

Deriva�ves

Product Control & profitability repor�ng for financial services

Investment Management Services

Financial Products/Solu�ons development and management

88%

71%

53%

53%

47%

35%

35%

29%

29%

29%

29%
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COMPLIANCE
INCLUDING KYC AND AML

BANKING
OPERATIONS

MARKET RISK
ANALYSIS & MANAGEMENT

REGULATORY REPORTING
FOR FINANCIAL SERVICES

DERIVATIVES

FUND MANAGEMENT
& ACCOUNTING

CREDIT RISK ANALYSIS
& MANAGEMENT

VALUATIONS

FINANCIAL PRODUCTS/SOLUTIONS
DEVELOPMENT & MANAGEMENT

PRODUCT CONTROL & PROFITABILITY
REPORTING FOR FINANCIAL SERVICES

INVESTMENT
MANAGEMENT SERVICES 6.2

6.7

5.5

5.4

6.0

6.65.2

7.1

5.36.0

6.2

MATURITY OF SERVICE
DELIVERY LINES
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SERVICE DELIVERY LINES
% centres delivering a given service line

Sales Support

Product Lifecycle Management

Campaigns Management

Sales Management

Marke�ng Knowledge Management

93%

87%

87%

80%

80%
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SALES
MANAGEMENT

SALES SUPPORT

PRODUCT LIFECYCLE
MANAGEMENT

CAMPAIGNS
MANAGEMENT

MARKETING KNOWLEDGE
MANAGEMENT 4.03.8

4.8

4.74.3

MATURITY OF SERVICE
DELIVERY LINES
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WWW.ASPIRE.ORG.PL

linkedin.aspire.org.pl

twitter.com/AspirePoland

youtube.com/AspireChannel

facebook.com/AspirePoland

Rynek Główny 39/8, Kraków, Poland

YOUWILL FIND US AT:

http://WWW.ASPIRE.ORG.PL%00
http://linkedin.aspire.org.pl%00
https://linkedin.aspire.org.pl
http://twitter.com/AspirePoland%00
http://youtube.com/AspireChannel%00
http://facebook.com/AspirePoland%00
https://goo.gl/maps/1tTsB1PsJuPnKEBQ6
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