SS Y\  RESEARCH & ANALYTICS SSen

Highlights from the Top 20 Most Admired
SSOs & GBS 2022 Benchmarking Analysis

Click here to view this summary report in an interactive format.

Access to the full benchmark report is available as part of an SSON Research & Analytics subscription, or purchasable a la carte

For comments or questions about this workbook and the data behind it, contact info@sson-analytics.com
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INTRODUCTION
This interactive summary benchmark report provides a preview of the results from the Top 20 Most Admired Shared Services Organizations (S50s) and Global Business Services (GBS) 2022 Benchmarking Study.
Access the full report here to learn more about the Top 20's service delivery model, learning & development initiatives, automation strateqy, strategic targets, key achievements and center demographics.

The full report will also showcase operational metric/KPIs gathered from 60 centers across the globe. Uncover the top quartile, median benchmark and bottom quartile for 36 metrics across these g categories:
Automation, General Finance, HR & Talent, IT, Order to Cash (02C), Payroll, Procure to Pay (P2P), Record to Report (R2R), and Treasury. Both global and regional breakdowns will be available in the full analysis.
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WHO ARE THE TOP 20 MOST ADMIRED SSOS & GBS OF z022?
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¥ This is the 6% year SSON
Research & Analytics has run
the Top 20 Most Admired
Shared Services
Organizations (550s) and
Global Business Services
(GBS) Benchmarking Study.

b These SSOs & GBS are
identified using a
methodology that collates
S50N's cross-channel
proprietary data from its
global community:

» Organizations featuring in
this listing for the 1st time
in 2022:

> Lewmark
o Sanofi Business Services
e SmitheNephew

Tenaga Masional Berhad

» Special mention for these
550s & GBS who have been
recognized for 4 years or
more:

Nobel

an Tobacco

s Caolestica

s EliLilly
Experian
Kimberly-Clark

e Mars Inc

F TR S —
asc0 Business Sarvices
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WHO ARE THE TOP 20 MOST ADMIRED SSOS & GBS OF 2022?

k CLICK ON the buttons to select a different chart:

TOP 20 MOST ADMIRED SSOS & GBS 2022 I IRV 8- 9330 3,103

Enterprise Industry Breakdown Enterprise Annual Revenue

Manufacturing - CPG @ Pharmaceuticals & Life @ Retail Trade 60%
Sciences
@ Technology (IT, Internet, ® Chemicals @ Healthcare
SaasS)
Manufacturing - Transport & Logistics Travel & Hospitality 50%
Industrial
Utilities Other
40%
5
5% 30%
B 24
5%
20%
10%
0%

>$10BN Per Annum (USD) $2BN-$10BN Per Annum (USD)
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How established/mature is your SSO/GBS?

0%

40%

30%

20%

10%

5

0%
0-3 years

4-6 years

7-9 years

| '8 9 10 11
SERVICE DELIVERY MODEL: MATURITY, REPORTING LINE, SPAN OF CONTROL, SCOPE EXPANSION & BILLING METHOD

>10 years

70%

60%

50%

40%

30%

20%

10%

0%

What is your operating model?

Single-function shared Multi-function shared Global Business Services
services (regional/multiple {single country)
countries)
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Global Business Services
[multiple countries)

P Close to 60% of the Top 20 are at
least in their seventh year of
operation, while another 38% have
been around for four to six years.

P Interms of operating model, the
majority (81%) identify themselves
as global business services (GBS).

P Maturity tends to correlate with
greater scope in terms of functions
supported. The vast majority (95%)
of the Top 20 are committed to a
multi-functional model.

» The full report will include more
information on
o Reporting line

Span of control

Scope expansion
Billing method

o o 0
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FUTURE OF THE WORKFORCE

Automation

Data management/analytics
Process design/continuous improvement
Customer experience
Stakeholder engagement
Creativity/ Innovation
Leadership

Problem-solving

Change management
Design-thinking

Empathy

Other
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«#® 123456

What 3 skills are you prioritizing right now?

Similar to SSON's State of Industry
2022 results, the Top 20 are
focusing on skills that will enable
them to embrace the digital era -
automation skills (67%) and data
analytics (62%).

Half of them are also prioritizing
process design and continuous
improvement.

Notably, a quarter are also
prioritizing stakeholder
engagement and customer
experience.

The full report will include more
information on

o Learning & development initiatives
o Workplace model
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AUTOMATION STRATEGY

P When asked to conduct a self-
What do you perceive to be your overall SS0/GBS automation level? assessment of their automation
(Breakdown by current stage of automation) level, only 5% of the Top 20 rate

themselves as high. This
organization is scaling, actively
digitizing data and deploying

® Implemented, scaled, actively digitizing data, and testing or deploying advanced cognitive (Al / ML) capabilities o =
advanced cognitive capabilities.

@ Implemented, scaled, and actively digitizing data

® Impl ted and led up ( ) .
mplemented and scaled up (across more processes b More than 60% believe they are at

a medium automation level of 26-
75%. Among them, 48% have
already scaled up their automation

Implemented less than 3 years

60%

across more processes, while 34%

50% are actively digitizing data.

P 34% of the Top 20 rate themselves
40% as having a low automation level.
Despite the low self-assessment,
15% have started scaling up, while

30% 10% are actively digitizing data.

P The full report will include more
information on
o |IAlicenses

20%

o, 19 o RPA bots
10% % 14 o Varying technologies in Top 20's
digital ecosystem
B« o Solution providers
0% N
Low (=1-25%) Medium (=26-75%) High (=>75%) o Citizen developers
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SST TN RESERCH & AvALTICS

CENTER DEMOGRAPHICS: LOCATION, OPEN DATES, SOURCING MODEL, FTE, SERVICES OFFERED, GEOGRAPHIES SERVICED

Where are the Centers of the Top 20 Most Admired SSOs & GBS 2022 located?

“WB
m?adf“
) 44.63%
Regions &
Countries
Chiy, -
%’0
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P In this 2022 study. the Top 20 Most
Admired S50s & GBS provided data
for 60 centers across the globe.

Asia Pacific centers make up the
largest segment with 44.63%.
followed by EMEA centers with
30.79%.

The top three countries with the
most number of centers
contributing to this study are India
(13.85%), Malaysia (13.85%) and
Poland (9.23%)

The full report will include more
information on

o Open dates

Sourcing model

FTE count

Services offered

Geographies serviced
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TOP 20 MOST ADMIRED SSOS & GBS 2022 BENCHMARKS: 36 METRICS ACROSS 9 CATEGORIES

Summary Table

@ Top Quartile
© Median
® Bottom Quartile

HR & Talent

@ Annual attrition rate (Overall shared services)

® Employee Net Promoter Score (eNPS)

@ Employee self service portal adoption

® Percentage of employees with formal training and development plan

@ Percentage of succession plans in place

@ Cost per pay slip (USD)

© HR payroll yee paid
@ Payroll accuracy rate
@ Payroll accuracy rate (electronic)
® Payroll accuracy rata (manual)
Treasury

@ Cyele time in hours to develop a short-term cash flow forecast
@ Number of FTEs for treasury operations per $1 billion revenue

Automation

@ Average cost savings peryear (USD)
@ Improvement in error rate (%)

@ Savings gained in average FTE hours per month

@ Supportability (hours)
@ Total ICT cast per end user (USD)

Procure to Pay

@ AP invoice cycle time

@ Cost per e-invoice (USD)

@ Cost per manual invoice {USD)

@ Days Payable Outstanding (DPO)

@ E-invoicing adoption rate

@ Invoices per FTE per month (manual)

@ Mumber of FTEs for the process e e per§i
billion revenue

@ Personnel cost per FTE handling the accounts payable process (USD}

General Finance

@ Caost of finance function roles in S5C as a percentage of revenus

@ Finance & accounting personnel cost as a percentage of revenue

Order to Casl

® Average time in days to apply cash

@ Bad debt as a percentage of total A/R

‘@ Days Sales Outstanding (DSO)

@ Number of FTEs for the 02C process per $1 billion revenue
@ Total Werking Capital

Record to Report

@ Daysto close
o}

@ Percentage of automated journal entries / Total journal entries per monthly accounting
cycle

@ Reporting cycle time in days (External Reporting)
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» This 2022 study involved 36 metrics across g different
categories, captured on a center level

» 60 centers contributed their data globally

» Flip through the pages or click on the boxes to view the
metric results of the 2022 benchmarking study.

20 New Metrics in the 2022 Study

-

(General Finance) Cost of finance function roles in SSC asa
percentage of revenue

] i Finance & costasa
percentage of revenue

-

(HR & Talent) Percentage of succession plans in place

-

{IT) Supportability (hours)

-

{IT) Total ICT cost per end user (USD}

-

{02C) Average time in days to apply cash

-

{02C) Bad debt as a percentage of total AR

-

{02C) Number of FTEs for the O2C process per $1 billion revenue

-

102C) Total Working Capital

-

{Payroll) HR payroll personnel cost per employee paid (USD)

-

{Payroll) Payroll accuracy rate (electronic)

-

{Payroll) Payroll accuracy rate (manual)

-

{P2P) Cost per e-invoice (USD)

-

{P2P) Cost per manual invoice (USD}

-

{PzP) Number of FTEs for the process accounts payable and
expense reimbursement” per $1 billion revenue

-

{P2P) Personnel cost per FTE handling the accounts payable
process (USD)

-

{RzR) Number of active general ledger accounts

-

{RzR} Reporting cycle time in days (External Reporting)

-

(Treasury) Cycle time in mins./hours to develop a short-term cash
flow forecast

-

(Treasury) Mumber of FTEs for treasury operations per $1 billion
revenue
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HR & TALENT - 5 METRICS AVAILABLE

P The median annual attrition rate is
14%-<17%. This is an increase from
last year's median of 8%-<11%.

Annual attrition rate (Overall shared services)

This metric refers to the number of employees who externally separate from the S5C on an annual basis. It calculates the overall attrition of the » Th di . is th E
SSC (which may be single or multi-functional) and includes voluntary and involuntary attrition. s Rl A 2 0 LS SRR R

Excludes a) internal transfers within the S5C, b) employees who are on military service, pregnancy leave etc. all regions except for Latin America

which is slightly lower at 11%-<147%.

» The full report will include both

2p% global results and regional
22 breakdown (Asia Pacific, EMEA, Latin
20% America and North America) for all
36 metrics/KPls.

w 15%
Q
w
wn
s
3% 10%
7
5%
0%
3%-<5% 5%-<8% B8Y%-<11% 11%-<14% 14%-<17% 17%-<20% 20%-<23% 23%-<26% >=26%

Median Class (This is where the median is located.)
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SST TN RESERCH & AvALTICS

MUTOMATION

HUTOMATION

AUTOMATION

GENERAL FINANCE

GEMERAL FINAMCE

HR & TALENT

HR & TALENT

HR & TALENT

HR & TALENT

HR & TALENT

i

m

ORDER TO CASH iG2C)

ORDER TO CASH (020

ORDER TO CASH i02C)

ORDER TO CASH (020

ORDER TO CASH iG2C)

PAYROLL

FAYROLL

PAYROLL

FAYROLL

PAYROLL

PROCURE TO BAY (F2F)

PROCURE TO PAY (P2P)

PROCURE TS PAY (P2P)

PROCURE TO PAY IP2P)

PROCURE TS PAY (P2P)

PROCURE TO PAY IPZP)

PROCURE TS PAY (P2P)

FROCURE TO RaAY (FxF)

RECORD TO REPORT (R3R)

RECORD TO REPORT (R2R)

RECORD TO REPORT (R2R)

RECORD TO REPORT (R2R)

TREASURY

TREASURY

SUMMARY TABLE OF 2022 RESULTS: TOP QUARTILE, MEDIAN & BOTTOM QUARTILE

Average cost savings per year (USD) for highest performing automated proc

Impraverment in errar rate 15 for highest performing automated process

Savings gained in average FTE hours per month for highest performing automated proc
Cost of firance fumction roles in S5C as a percentage of revenue

Finance & accounting personned cost as a percentage of revenue

Annual atirition rate [Overall shared services)

Emplayees Net Promoter Scare (eMPS)

Employees self service portal adoption

vith fommal

Percentage of employees

aining and development plan
Pencentage of succession plans in place

Supportability thours)

Total ICT cost per end user (WSO

Average time in days to apply cash

Bad debt as a perocentage of total A/R

Diays Sabes Outstanding (DSO)

Mumbser of FTEs for the 02C process per £4 billion revenue
Total Working Capital

Cost per pay slip (USD)

HR payroll personnel cost per employee paid

Payrall accuracy rate

Payroll accuracy rate lelectronic)

Payroll accuracy rate imanualk

AP invoice cycle time

Cost per e-invaice (USD)

Cost per manual irvoice (LISDH

Crays Payable Qubstanding (DPOR

E-irwoicing adoption rate

Imvoices per FTE per month imanuall

Humber of FTEs for the process ‘accounts payable and expense reimbursement’ per $1 billlion resenue
Persanned cost per FTE handling the accounts payable process (USD)

Days to close

Mumbser of sctive general ledger accounts

Percentage of sutomated journal entries # Total journal entries per manthly sccounting cycle
Reperting cycle timie in days {External Reparting]

Cyele time in howrs to develop a short-term cash floer forecast

Mumber of FTEs for treasury operations per 51 billion revenue
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COMPARING MEDIAN BENCHMARKS OF TOP 20 MOST ADMIRED SSOS 2021 VS 2022

AUTOMATION

AUTOMATION

AUTOMATION

HR & TALENT

HR & TALENT

HR & TALENT

HR & TALENT

ORDER TO CASH (02C)

PAYROLL

PAYROLL

PROCURE TO PAY (P2P)

PROCURE TO PAY (P2P)

PROCURE TO PAY (P2P)

PROCURE TO PAY (P2P)

RECORD TO REPORT (RzR)

RECORD TO REPORT (R2R)
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Average cost savings per year (USD)
Improvement in error rate (%)

Savings gained in average FTE hours per month
Annual attrition rate (Overall shared services)
Employee Net Promoter Score (eNPS)
Employee self service portal adoption
Percentage of employees with formal training and development plan
Days Sales Outstanding (DSO)

Cost per pay slip (USD)

Payroll accuracy rate

AP invoice cycle time

Days Payable Outstanding (DPO)

E-invoicing adoption rate

Invoices per FTE per month (manual)

Days to close

Percentage of automated journal entries / Total journal entries per monthly

accounting cycle

Available in full report
Available in full report
Available in full report
8%-<11%
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report

Available in full report

Available in full report

Available in full report
Available in full report
Available in full report
14%-<17%
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report
Available in full report

Available in full report

Available in full report

asked in both the 2021 and 2022
benchmarking study.

P 10 of the metrics have the same
median benchmark across the 2
years

P Notably, we saw improvements
in the median benchmarks for 3

metrics this year:

o (HR & Talent) Employee self service
portal adoption
(HR & Talent) Percentage of
employees with formal training and
development plan
(R2R) Percentage of automated
journal entries / Total journal entries
per monthly accounting cycle
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\Who are the Top 20 Most Admired S50s & GBS of 20227

List of Top 20 Most Admired 550s & GBS for 2022
Selection Criteria
Enterprise Demographics - Industry & Revenue

Service Delivery Model

Maturity Level
Operating Model
Reporting Line
Span of Control
Scope Expansion
Billing Method

Future of the Workforce

Skills in Demand
Learning & Development Initiatives
Workplace Model

Automation Strategy

Automation Level

Number of |A licenses

Number of RPA bots

Technologies in 550./GES5 Digital Ecosystem
Solution Providers

Citizen Developers

Strategic Targets

Top 3 550/GES Strategic Targets

Center Demographics

Lecations of Centers
Open dates

Sourcing Model

FTE coumt

Services Offered
Geographies serviced

Top 20 Most Admired SSOs & GBS 2022 Benchmarks

36 Metrics across g Categories: Automation, General Finance, HR & Talent, IT, 0z2C, Payroll, P2P, P2R, Treasury.
Summary Table: Top Quartile, Median & Bottom Quartile

Charts of Aggregated Results

Charts of Regional Results

Comparison of Median Benchmark: 2021 vs 2022

2021 median
2022 median
Changes in Median Benchmark
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4

-

Access to the full report is
of an SSOM Research & Analy
subscription, or purchasable a la carte.

ilable as part

e
Cs

an on how to become a
subscriber to SS0N Research & Analytics,

Fer more infarmati

and gain access to interactive data tools,

wisual analytics workbooks and monthly

Research Insight Reports, please contact
Josh Matthews at Josh.Matthew@sson-
analytics.com.
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FOR MORE BENCHMARKING DATA FROM SSON RESEARCH & ANALYTICS, CHECK OUT OUR INTERACTIVE DATA TOOLS AND REPORTS

1) Visit the Metric Benchmarker 2) Browse more related Analytics Workbooks

(A) Access 100+ unigue metrics across 12 regions, 122 countries and 22 Flip through previous benchmarking reports for additional insights on metrics and KPls
industries in the Metric Intelligence Hub™.

SSEN mmx Metric Benchmarker
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