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SERVICE DELIVERY LINE

% centres delivering a given service line

Finance & Accounting 83%
Human Resources (HR) 69%
IT (Internal) 67%
Procurement b2%
Customer Service 467
IT (Design & Development) Ay
Financial Services & Insurance 317
Sales & Marketing 287
Other 30%
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NUMBER OF SERVICE
DELIVERY LINES IN CENTRE
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In the last 12 months has your centre taken In the last 12 months has your centre taken
over any new transactional processes? over any new knowledge-based processes?

NO
NO

YES
YES

Accounting: Procurement:
Accounting: Procurement: e FP&A e Strategic Sourcing
e AP Service Desk e Material planning e R&D Finance e Engineering to Order
e Cash Application e Transportation Management e Financial Compliance & Audit
e Project accounting e [ogistic e Statutory Accounting & Tax activities
e T&E Compliance

IT: Other:

e Cloud Development e Legal

e Disruptive technology
e Service Management
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In the last 12 months has your
centre implemented any
significant Transformation
Programmes?

e.g., System implementations, language unification,
unified data model implementation, etc.

NO

YES

Implementation:

e New ERP: S4Hana, MS 365, Oracle EBS e Post Merger Integration
e ServiceNow e [nsourcing of AP and AR processes

e Service Delivery Model simplification
e New Indirect S2P

Digitalization and Automation: e New omnichannel provider for Customer Contact team
e RPA Setup e Client Data Model
e HR e Multiple Continuous Improvement projects

: Ejﬁ'es O|per?<hons (Process Improvement, Scope standardization,
e Manual tasks process standardization, tools implementation,
e Development of Inhouse system knowledge sharing platforms, pre study, etc.)
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In the last 12 months has your centre
supported transition of your existing
processes to an external provider?

Accounting:

e Accounting:

e P2P & R2R

e GL accounting (selected process)

HR:
e Talent Acquisition
e Payroll

e HR systems
e HR Admin

Other:
e WEM / Rostering

Y} 877
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HAS THE PROCESS OWNERSHIP
BEEN TRANSFERRED TO YOUR CENTRE?

No, but there is
transfer plan in place

Yes, partially

No, it is not planned
at the moment

Yes, we have full
process ownership

11
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Have you established the following internal functions
to support your Centre's development?

Continuous improvement | 567
Il oo 73%
(e.g., VBA, MS Excel) °
Dedicated data analytis / dashboarding tearn | 617
PvMO I 60%
Austomation soluons - R/ 1 7
(e.g., Uipath, Blue Prism, other) ©
e oanent Ui I 2
(Al, Machine Learning, Deep Learning, Intelligent Document Understanding) G
I &
(Intelligent Chatbots, Voicebots) ©
None of these " 4%

Other [ 3%
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SERVICE DELIVERY LINE

% centres delivering a given service line

Financial Reporting and Analytics 98%
Financial Period closing 98%
Intercompany accounting 96
Accounts Payable 93%
Accounts Receivable 93%
Tax Compliance & Accounting 93
Cash Management and Treasury operations 91
Fixed Assets Accounting 899%
Financial Planning & Analysis 89%
Masterdata Management 877
Statutory Accounting and Reporting 82 %
Transfer Pricing %
Consolidation N%
Internal Audit 69%
ESG Reporting L4,

(Environmental, Social and Governance)
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SERVICE DELIVERY LINE

% centres delivering a given service line

Workforce administration 97%

Talent Acquisition (Recruitment & Sourcing) 95%

Payroll 897
Reporting 89%
Helpdesk 817
Total Rewards 189
Learning & Development 16%
Talent & Performance Management 165
Employer Branding support and strategy 109%
Global mobility 68 9%

Pension & Retirement related services B2
(@)

20
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DELIVERY | INES ADMINISTRATION
PENSION & RETIREMENT TALENT ACQUISITION
RELATED SERVICES (RECRUITMENT & SOURCING)
GLOBAL MOBILITY PAYROLL
EMPLOYER BRANDING
SUPPORT AND STRATEGY REPORTING
TALENT & PERFORMANCE HELPDESK
MANAGEMENT
LEARNING & TOTAL

DEVELOPMENT REWARDS
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SERVICE DELIVERY LINE

% centres delivering a given service line

Software Development 100%
Architecture for software and systems 100%
ALM - Software maintenance 929%
IT Product Management 929%
IT Project Management 929,
Software and system testing 929,
Cyber Security architecture design and development 929%
Cloud Services implementation support 83%

24
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SOFTWARE DEVELOPMENT

MATURITY OF SERVIC
DELIVERY LINES

CLOUD SERVICES ARCHITECTURE FOR
IMPLEMENTATION SUPPORT SOFTWARE AND SYSTEMS

ALM - SOFTWARE

CYBER SECURITY ARCHITECTURE
MAINTENANCE

DESIGN AND DEVELOPMENT

SOFTWARE AND SYSTEM TESTING IT PRODUCT MANAGEMENT

IT PROJECT MANAGEMENT
25
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SERVICE DELIVERY LINE

% centres delivering a given service line

IT support services 1st 2nd & 3rd line including patches 97%

IT Infrastructure Management 92

Applications change and access management 897

IT vendor Relationship Management 89

IT Applications development and testing 83%

Cloud Services admin support 837

Cyber Security strategy and operations 819

28



PROCESS TRACKER 2022

ASPIRE

I'T SUPPORT SERVICES 1ST, 2ND
& 3RD LINE INCLUDING PATCHES

MATURITY OF SERVIC
DELIVERY LINES

CYBER SECURITY STRATEGY
& OPERATIONS

CLOUD SERVICES
ADMIN SUPPORT

IT APPLICATIONS
DEVELOPMENT & TESTING

IT INFRASTRUCTURE
MANAGEMENT

APPLICATIONS CHANGE
& ACCESS MANAGEMENT

IT VENDOR
RELATIONSHIP MANAGEMENT
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SERVICE DELIVERY LINE

% centres delivering a given service line

Category Management 897
Supplier Relationship Management 897
Contracting 867
Strategic Sourcing 19%
Cost Management 19%
Maintenance and development of Procurement systems %
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MAINTENANCE AND DEVELOPMENT SUPPLIER RELATIONSHIP
OF PROCUREMENT SYSTEMS MANAGEMENT
COST MANAGEMENT CONTRACTING

STRATEGIC SOURCING
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SERVICE DELIVERY LINE

% centres delivering a given service line

Customer Services Desk 1009

Complaints and Returns Management 887

Customer Retention 16%

Sales & Marketing b8 %
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SERVICE DELIVERY LINES

% centres delivering a given service line

Banking Operations 887
Compliance including KYC and AML N7
Fund Management and Accounting b3%
Credit Risk Analysis and Management b3%
Valuations 57
Market Risk Analysis and Management 359%
Regulatory Reporting for financial services 359%
Derivatives 29%
Product Control & profitability reporting for financial services 799,
Investment Management Services 799,

Financial Products/Solutions development and management 799,
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FINANCIAL PRODUCTS/SOLUTIONS
DEVELOPMENT & MANAGEMENT

INVESTMENT
MANAGEMENT SERVICES

PRODUCT CONTROL & PROFITABILITY
REPORTING FOR FINANCIAL SERVICES

DERIVATIVES

REGULATORY REPORTING
FOR FINANCIAL SERVICES

BANKING
OPERATIONS

COMPLIANCE
INCLUDING KYC AND AML

FUND MANAGEMENT
& ACCOUNTING

CREDIT RISK ANALYSIS
& MANAGEMENT

VALUATIONS

MARKET RISK
ANALYSIS & MANAGEMENT
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% centres delivering a given service line

Sales Support

Product Lifecycle Management

Campaigns Management

Sales Management

Marketing Knowledge Management

80%

80%

877

877

35%
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DELIVERY LINES SALES SUPPORT

PRODUCT LIFECYCLE

MARKETING KNOWLEDGE
MANAGEMENT

MANAGEMENT

SALES CAMPAIGNS
MANAGEMENT MANAGEMENT

45



ASPIRE

PROCESS TRAHCKER COMPANI

=
={m=r= SHLES & MARKET

AL IR ER =~
MW (f\ \!?E!LO( Aqu! I\W\N
%% Farnell HERBALIFE IG ‘v, OANDA @ e
vy = Universal

Walstead = Investment Z@@plus



PROCESS TRACKER 2022 ASPIRE

ACKNOWLEDGEMENTS

Many thanks to our member companies who contributed data and opinion to the survey.

Our thanks to the PwC Business Services Advisory Centre of Excellence
for their support in developing the Process Tracker survey.

e

47



PROCESS TRACKER 2022 ASPIRE

YOU WILL FIND US AT:

inkedin.aspire.org.pl
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voutube.com/AspireChannel
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WWW.ASPIRE.ORG.PL
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