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Business Services and Business Process Outsourcing 
Conference 2015

Dear colleague,

Creative destruction is a term sometimes used in a 
business sense to denote introducing a change which 
will disrupt or alter beyond recognition traditional 
ways of working. The output of creative destruction 
in business is the introduction of a new and improved 
foundation potentially leading to competitive advantage. 

In this context, it’s clear why we have chosen this as the 
central theme for our Annual Shared Services, Global 
Business Services (GBS) and Business Process Outsourcing 
(BPO) conference, 22-23 September 2015, Berlin. 
All of the shared services, GBS and BPO practitioners 
included in our expert speaker panel this year are in 
essence tearing down borders either in terms of thinking 
around what can and can’t be delivered remotely from 
the business or in terms of the walls that have existed 
between different functions. In doing so, they are better 
positioned to highlight and deliver improvements and 
create a new business model which is able to support 
business growth.

Over the last 17 years this conference has built up the 
reputation of being the best, most comprehensive event 
in this market. This year’s event aims to challenge your 
perceptions about what is possible in terms of how you 
structure and deliver services, provide you with examples 
of the disruptive technologies which are making a real 
splash and evaluate options around value creation 
specifically looking at analytics.

Leading practitioners from a wide range of companies 
including American Express, ExxonMobil, BP, Diageo, 
PepsiCo, Pearson, Pfizer, Roche, Shell and Technicolor 
will cover the following topics:

• Revolution or evolution – what works best when trying 
to break down barriers existing between Finance, HR, 
and IT functions to create a GBS organisation?

• Is the GBS organisation a better structure than 
separate functional shared services to enable value 
creation: could the model work for everyone?

• What are the destructive technologies altering the way 
that our employees and customers engage with service 
delivery?

• How do you leverage talent across a global network? 
Where is your Finance and HR talent of the future 
coming from?

• What structures and processes do you need in place in 
order to deliver analytics? How do you create demand 
within the business?

• Has BPO become a commoditised offering or is there 
still ‘value’ to be had?
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About the conference
This year’s conference will take place in the exciting 
and vibrant city of Berlin which is also a hotbed for 
alternative thinking and the location of shared services 
organisations such as BASF, Coca-Cola, and Deutsche 
Bank.

If you go to just one conference this year then this is 
the one to target. It is a “must attend” event for CFOs, 
Financial Controllers, Shared Services Heads, Global 
Business Services Heads, BPO Contract Managers, CIOs 
and HR Leaders.

Whether yours is a mature shared services organisation, 
you have already outsourced or you are just starting 
out, our conference speakers will be sure to disrupt 
and challenge your current thinking and help you make 
connections to build capabilities. 

The conference is free of charge to invited delegates 
(excluding flights and accommodation) and typically fills 
up within a matter of weeks. Early registration is strongly 
advised to avoid disappointment.

Register your place today at: 
www.deloitte.co.uk/creativedestruction

Peter Moller
European Shared Services 
Practice Lead, Deloitte

Peter Moller
European Shared Services 
Practice Lead, Deloitte

Emma Lawson
Shared Services Client 
Liaison Lead, Deloitte

Kim Burton
Shared Service Conference 
Project Lead, Deloitte

Emma Lawson
Shared Services Client 
Liaison Lead, Deloitte

#DeloitteSharedServices
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Plenary sessions 
Plenary sessions are designed for all conference 
delegates to attend and highlight some of the key trends 
in shared services, GBS and BPO. We will hear from a 
wide range of companies both large and small about 
some of their key initiatives, lessons learnt and plans for 
the future. There will also be a number of panel sessions, 
where leaders in their fields will debate some of the key 
topics of interest. No other sessions will run concurrently 
with plenary sessions.

Focus sessions 
Focus sessions are designed to give delegates the 
opportunity to explore specific topics in detail. They 
will be facilitated by practitioners who have a deep 
knowledge of the topic and can guide you through the 
latest trends and thinking.

Tools & methodologies sessions 
Tools & methodologies sessions are designed to be 
practical ‘how to’ sessions, inspiring you to make a 
change in your own organisation. They will be facilitated 
by subject matter experts who will share their practical 
experiences to help you understand and avoid the 
challenges and pitfalls.

Discussion forums 
Discussion forums are designed to give delegates the 
opportunity to discuss topics of interest with your peers 
in an informal setting. They will be kept as small as 
possible to boost interactivity. A subject matter expert 
will be on hand to provide facilitation and structure to 
the meetings, but there will be no PowerPoint slides, so 
you will drive the agenda and content. Attendance may 
be limited to one attendee per company to ensure we 
have a breadth of experience in the room. 

Analytics demonstrations 
Analytics demonstrations are designed to show how 
analytics can be applied to solve business questions. 
They are designed to help reinforce, and often challenge 
the traditional `gut feel´ approach, and help to deliver 
better business decisions.

At the conference we will showcase a selection of 
demonstrations relevant to Finance, HR and other topics 
which will be of interest to the shared services, GBS or 
BPO audience. 

Vendor showcase sessions
Vendor showcases are designed to be a fast-paced 
series of demonstrations on key differentiators in the 
vendor market, presented by the vendors themselves. 
They are an easy and efficient way to bring your market 
knowledge up to date and gain new insights.

The vendors at the conference have been selected to 
reflect the best in the current vendor market. These 
sessions will help turn stories and theory into real 
conversations and solutions.

Each showcase focuses on one of the following themes:

• Enabling technologies
• Location strategy & selection
• Outsourcing
• Recruitment & people development

For the latest list of sponsors speaking at these sessions, 
please visit the website:  
www.deloitte.co.uk/creativedestruction
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The conference planner is designed to provide you with an overview of the conference agenda. Use it to navigate quickly and easily through the 
programme to select sessions that meet your needs.

For further information on the conference programme, please see the detailed agenda section.

Key

 
Sessions include HR-specific content 

 
Runs concurrently with discussion forums

 Runs concurrently with focus / tools & methodologies / vendor showcase / analytic demonstration sessions 

 
Runs concurrently with networking 

08:45 Plenary 1: Welcome and Introduction to current market trends
Peter Moller, Deloitte

09:30 Plenary 2: Creating a GBS model without compromise – the Amex approach 
John Standring, American Express

10:05 Plenary 3: The power of small numbers: why it’s important not to forget the small gains after you’ve banked the 
big savings
Gary Critchley, National Grid

10:40 Coffee and networking

Conference planner

Day 1 – 22 September Day 2 – 23 September
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11:10 Focus sessions (45 minutes) 

1:  How can shared services be the anchor point for driving standardisation and optimisation across the business? 
Dorthe Keilberg and Emma Leonis, Deloitte 

2:  BPO: how to unlock true ‘value’ from the relationship with your outsource provider 
Mathieu Verger and Belle Spaan, Philips 

3:  Out with the old: disrupting a culture to create high engagement and productivity 
Andrew Weir, Lloyds Banking Group

4:  Lessons learnt in HR shared services  
Carsten Scheuba, Roche; Johannes Brinkkötter, E.ON and John Baddeley, Deloitte

5:  Indirect tax: delivering best-in-class compliance in a GBS environment 
Christophe de Waele and Demian de Souza, Deloitte

6:  Building a shared service organisation in the public sector: how to attract and on-board new customers 
Dr. Jaime Quesado, Entidade de Serviços Partilhados da Administração Pública, I.P. (Portuguese Shared Services 
Entity for the Public Administration) 

7:  Evolving shared services in the context of the “future of work”: is this a threat or opportunity? 
Martin Laws, Deloitte

11:10

 
 

Discussion forums (45 minutes) 

1:  BPO 2020 
Punit Bhatia, Deloitte

2:  Talent in shared service centres – a platform for talent development or a hiding place? 
Jill Trafford and Ed Walker, Deloitte

Analytics demonstrations (15 – 20 minutes)  

11.10 – 11.30  1: Sizing engine
11.30 – 11.50  2: Workforce insights

11:10 Vendor showcase sessions (45 minutes) 

1: Enabling technologies 
2: Recruitment and people development 

11:55 Delegates transition to Tools & methodologies sessions, discussion forums or analytics demonstrations

Day 1 – 22 September Day 2 – 23 September
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12:05
  

Tools & methodologies sessions (60 minutes)

1:  Analytics at ITV: what is the opportunity for shared services and where does the business case lie? 
Ian Butterworth and Amanda Coad, ITV and Sam Bartlett, Deloitte

2:  Shared services redesign: why Vestas Wind Systems chose to dismantle an existing shared services organisation  
Anders Andersen, Vestas Wind Systems 

3:  Locations to enable a global delivery model: what are the options? 
Elias van Herwaarden, Deloitte

4:  SMAC/enabling technologies and shared services in the public sector  
Carolyn Williamson, Hampshire County Council and David Harker, Deloitte

5:  Out-tasking vs building a global team: moving beyond labour arbitrage  
Peter Marsland, Danske Bank and Mark Craddock, Deloitte

6:  The new science of HR “Intralytics”: how can the function find and apply insight for sustainable improvement 
using new techniques?  
Laurence Collins; Neera Mayor and Craig Renshaw, Deloitte

12:05
  

Discussion forums (60 minutes) 

1:  Making change effective: looking at people and culture 
Jayanth Poorna, Ben Appleby and Shelley Vallance, Deloitte 

2:  How mature is your shared services centre: take part in a maturity assessment  
Claus Thorne Madsen, Deloitte

3:  The journey to bring corporate tax compliance and reporting into GBS 
Gabor Illes, Diageo Budapest Business Service Centre; Pippa Booth and James Tooley, Deloitte

12:05
  

Analytics demonstrations (15 – 20 minutes) 

12.05 – 12.25 1: Data driven techniques to better understand your business

12.25 – 12.45 2: Finance operations metrics dashboard

12.45 – 13.05  3: CFO management reporting

13:05 Lunch & networking

13:30
  

Analytics demonstrations (15 – 20 minutes) 

13.30 – 13.50 1: Process X-Ray

13.50 – 14.10  2: Service delivery transformation VDX

14:15 Plenary 4: Leveraging Enabling Technology and the commitment and expertise of its people across Europe at Coca-
Cola Hellenic
Manolis Fafalios, Shared Services Transition Director, Coca-Cola HBC
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14:50 Plenary 5: The GBS challenge: first impressions 
Jawwad Cheema, Shell Business Services Centre

15:35 Coffee and networking

16:05 Plenary 6: Panel on emerging technologies: what’s gettng in the way of implementation?
Facilitator: Deborah Kops, Sourcing Change

16:40 Plenary 7: Delivering decision support from a shared services organisation/moving up the value chain and what are 
the implications/structures you need to have in place for this to work? 
Justin Wallen, Pfizer

17:15 Plenary 8: Creating enduring competitiveness in the heart of Europe: BASF shared services centre Berlin
Dr. Daniel Dornbusch, BASF Services Europe

17:50 Close of day 1

Day 1 – 22 September Day 2 – 23 September
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The conference planner is designed to provide you with an overview of the conference agenda. Use it to navigate quickly and easily through the 
programme to select sessions that meet your needs.

For further information on the conference programme, please see the detailed agenda section.

Key

 
Sessions include HR-specific content 

 
Runs concurrently with discussion forums

 Runs concurrently with focus/tools & methodologies/vendor showcase/analytic demonstration sessions 

 
Runs concurrently with networking 

08:45 Plenary 9: Insights from the future Inspirational Speaker
Chris Sanderson, The Future Laboratory

09:20 Plenary 10: The view from the top: a COO’s perspective of how GBS can support an organisation facing a fast 
changing economic environment
Richard Hookway, BP

09:55 Plenary 11: How can organisations deliver end-to-end benefits across a shared services / GBS organisation (and beyond)?
Rohit Nath, GSK

10:30 Coffee and networking

11:00 Tools & methodologies sessions (60 minutes)

1:  Shared services design through to implementation  
Jo Hart; Matt Stallard and John Baddeley, Deloitte 

2:  Shared services for mid-sized organisations: it’s not all about size, it’s what you do with it 
Joanne Fletcher, KCOM Group plc.

3:  How do you make the transition from shared services to GBS? 
Nick Prangnell; Jeppe Larsen and Charlotte Allen, Deloitte

4:  Continuous Improvement 
Vincent Rimbeau, Technicolor and Xavier Muller, Deloitte

5:  How to use SMAC technologies in HR shared services 
Bonnie Gust, Asda; Ben Wharfe, EDF Energy and Wayne Cartensen, Deloitte 

6:  Payroll compliance and how to avoid the pitfalls 
Rebecca Mullins and Eira Jones, Deloitte

Conference planner
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11:00

 
 

Discussion forums (60 minutes) 

1:  Robotics 
Dave Wright and Dupe Witherick, Deloitte

2:  BPO contract renewal 
Punit Bhatia, Deloitte

3:  Analytics 
Andrew Weir, Lloyds Banking Group 

11:00 Analytics demonstrations (15 – 20 minutes)  

11.00 – 11.20  1: Talent analytics 
11.20 – 11.40  2: Sizing engine 
11.40 – 12.00  3: Workforce insights

11:00 Vendor showcase sessions (60 minutes) 

1: Outsourcing
2: Location strategy and selection 

11:55 Delegates transition to Tools & methodologies sessions, discussion forums or analytics demonstrations

12:10 

 
 
 
 
 
 
 

Focus sessions (45 minutes)

1:  Building resilience across your global shared services organisation: business continuity planning 
Agnieska Jaromin, Shell 

2:  Is it possible to optimise when you are still getting the basics in place? 
Andrew Parris, Lafarge Tarmac

3:  How Robotics are cementing themselves in the industry as a valid alternative to offshoring 
James Hall, GenFour Limited and Dave Wright, Deloitte

4:  Skills development in HR shared services: how shared services can be seen as a credible career choice, with clear 
paths for progression within the organisation? 
Rebecca Ricketts, BT and Emma Leonis, Deloitte

5:  Managing global tax operations in a shared services organisation structure 
Afke Van Mansum, Bacardi; and André Claes and Laurent Nowicki, Deloitte

Day 1 – 22 September Day 2 – 23 September
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12:10
  

Discussion forums (45 minutes)

1:  Business partnering: how can you make building this capability a pleasure, not a pain? 
John Haughey and Charlie Wanbon, Deloitte 

2:  Has the SLA had its day?  
Laurence McCall, Deloitte

3:  Shared services in the public sector  
Deborah Gregg, Deloitte

11:00
  

Analytics demonstrations (15 – 20 minutes) 

12.10 – 12.30  1: Service delivery transformation VDX 

12.30 – 12.50  2: Process X-Ray

11:00
  

Vendor showcase sessions (45 minutes)

1: Enabling technologies

12:55 Lunch & networking

13:15
  

Analytics demonstrations (15 – 20 minutes) 

13.15 – 13.30 1: Finance operations metrics dashboard

13.30 – 13.50  2: CFO management reporting

13:55 Plenary 12: Panel: Moving up the value chain: what’s the opportunity and what are the implications?
Facilitator: Peter Moller, Deloitte

14:30 Plenary 13: Managing a big bang transition to GBS: how to create a recipe for success
Stig Christian Rutving, Lundbeck

15:05 Close of conference

Day 1 – 22 September Day 2 – 23 September
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Detailed agenda 

Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September
08:45 Plenary 1: Welcome and introduction to current market trends 

Peter Moller, European Shared Services Practice Lead, Deloitte

09:30 Plenary 2: Creating a GBS model without compromise – the Amex approach
Amex has had functional shared services for over 20 years – but has only recently made a move into GBS. Having leveraged 
its experiences in shared services, in a relatively short space of time Amex has created a GBS model. Specifically the GBS 
organisation has managed to break traditional reporting lines into the functions. The GBS now reports directly into its 
equivalent of a Chief Operating Officer (a direct report of the Chief Executive Officer). Amex is also a heavy user of India 
and as such has been able to reduce its global footprint down to just two centres. With such a long history, Amex has been 
through every cycle of shared services from cost saving, to standardisation, to benchmarking, to Continuous Improvement 
and is now leaning towards focusing on customer satisfaction and business growth enabled by service owners. Whilst the 
GBS model may not be the right solution for everyone – this session will provide a fascinating perspective of what can be 
achieved:

• A short history of shared services in Amex and what prompted the move to GBS.

• How Amex managed to break the traditional functional reporting lines that lead to the ‘landlord model’ and expand its 
footprint beyond traditional functional lines.

• The operating model in Amex – how can a global company operate GBS with a footprint of just two centres? What’s 
behind the success of its Indian centres? 

• How has Amex managed to fully realise the potential of the increasing skillset of the workforce in India – enabling the 
organisation there as a strategic asset and removing the need for onshore centres?

• Turning the attention to the customer: the service owner model.

John Standring, Senior Vice President, Global Financial Operations, American Express

Key

 
Sessions include HR-specific content 

 
Runs concurrently with discussion forums

 Runs concurrently with focus / tools & methodologies / vendor showcase / analytic demonstration sessions 

 
Runs concurrently with networking 
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September
10:05 Plenary 3: The power of small numbers: why it’s important not to forget the small gains after you’ve banked the 

big savings 
Regardless of whether you have gone down the outsourcing, shared services or GBS route – when you develop your 
business case for your future state, it is usually the ‘big numbers’ that everyone gets excited about. But once you are in a 
steady operating state – what next? How do you continue to drive out value? During this session, Gary Critchley will argue 
that you can’t have a ‘next generation’ every generation and challenge you to think beyond the big numbers:

• Why is it important not to forget the marginal gains? How to avoid stagnating.

• Driving value out of BPO or shared services on an ongoing basis – getting past operational challenges to benefit from the 
intellectual contribution your service provider can make.

• Challenging the laws of scope and scale: what happens when your aspirations for your global delivery model do not sit 
well with the business case?

Gary Critchley, Head of UK Shared Services, National Grid

10:40 Coffee and networking

11:10
  

Focus sessions (45 minutes) 

Focus 1: How can shared services be the anchor point for driving standardisation and optimisation across the 
business?
Shared services organisations with their young and dynamic workforces, service orientation, and expertise in Continuous 
Improvement are often better at driving standardisation and optimisation than their peers in the business. Despite this – shared 
services often struggle to break out of their ‘box’ to have the opportunity to leverage their skills on the end-to-end processes and 
indeed on the rest of the business. During this session, Dorthe Keilberg and Emma Leonis will share examples of where shared 
services centres have been able to act as ‘internal consultants’ or change agents with impressive results:

• Why have the talents of shared services centres often been limited to the shared services organisation itself?

• Why is the mind-set now changing and how can shared services start to widen their impact?

• What are the obvious ‘quick wins’ for shared services looking to demonstrate the impact they can have in the rest of the 
business?

• How do you get the buy in for this?

Dorthe Keilberg and Emma Leonis, Deloitte
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Focus 2: BPO: how to unlock true ‘value’ from the relationship with your outsource provider 
Philips recently renewed its contract with BPO provider Infosys after 7 years of successful partnership. Having invested 
heavily in the set up for a number of years, Philips believes that it has successfully elevated the relationship to be a true 
partnership – rather than a simple supplier / customer relationship. Incentivising the BPO provider to be constantly 
delivering value in regards to Continuous Improvement and efficiency savings always creates an element of tension. During 
this session Mathieu Verger and Belle Spaan will discuss:

• Definition of a true ‘Partnership’ from a BPO perspective: how far can this go?

• Can and should you have the same culture / access to social media tools between both parties: what are the advantages 
and tensions this can create?

• What are the formal tools at your disposal to ensure you achieve year-on-year efficiency and how do you manage and 
measure this in a partnership set up?

• How do you foster a bottom up Continuous Improvement culture and how do you measure the benefit of this? 

• How can you effectively manage talent in an outsourced relationship – where are the boundaries between what you / 
your BPO partner are responsible for?

Mathieu Verger, Head of Accounting Operations and Belle Spaan, Accounting Operations Head of EMEA, Philips Lighting 
Solutions
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Focus 3: Out with the old: disrupting a culture to create high engagement and productivity 
The UK shared services organisation at Lloyds Banking Group consists of two centres – a reporting centre in Edinburgh 
and the data and systems management centre in Bristol with around 350 employees. In 2014 the shared services 
organisation was central to the launch of a service excellence programme – an ambitious programme of change to 
improve engagement across the entire finance function (with a total of 2500 employees), improve customer relationships 
and implement a version of Lean / Six Sigma – the result of which was to radically change the culture and ways of 
working in finance. During this insightful presentation, Andrew Weir will discuss:

• Scoping out a new approach to service delivery at Lloyds.

• Customer engagement: how Lloyds Finance Business Services Centre teams set about changing the hearts and minds of its 
customers and why it’s important to approach it as a full on war – rather than a one off PR battle.

• Tackling employee engagement: how to increase employee engagement when you are perceived as the ‘poorer relation’ 
from a finance function perspective. Why this is important and what advantages has this delivered? What are the enablers 
of this?

• How do you approach employee engagement when you are dealing with different centres with a different function and 
different talent pool? 

• Ongoing challenges: how important is it that you have the same culture in the shared services organisation as with the 
retained finance organisation? It this even possible?

• Introduction to the Lloyds ‘flavour’ of Six Sigma and Lean? How Lloyd’s structured Continuous Improvement and what has 
been the pay-back?

• How do the above initiatives contribute to a move up the value chain?

Andrew Weir, Head of Edinburgh Shared Services, Lloyds Banking Group 
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September

 

Focus 4: Lessons learnt in HR shared services 
When implementing HR shared services, companies are facing various questions and challenges, not only around 
organisational, process, people and technology, but also around the ease of deployment.  

This session will consist of an honest discussion led by Roche, E.ON and Deloitte on the pitfalls of implementing HR shared 
services and hints and tricks to make your project successful: 

• HR shared services interaction / interfaces with centres of excellence (CoE) and the retained HR organisation.

• Challenges when setting up an HR shared service centre nearshore or offshore. 

• Greenfield versus brownfield approach. 

• Knowledge transfer and workshadowing.

• Measuring the performance and efficiency of HR shared services through key performance indicators (KPIs). 

Carsten Scheuba, Head Global HR Services and Reporting, Roche; Johannes Brinkkötter, Member of the Board and Senior 
Vice President, E.ON; and John Baddeley, Deloitte 

Focus 5: Indirect tax: delivering best-in-class compliance in a GBS environment 
In this session we will explore the common challenges that organisations face transferring and subsequently maintaining 
their global Indirect Tax filings (i.e. VAT, GST, Intrastat, European sales lists) within a GBS environment. We will share our 
thoughts and experiences of:

• How leading organisations have addressed the practicalities of ensuring their compliance is accurate and simple to 
prepare and submit.

• Striking the right balance of data management resources, Tax subject matter experts (SMEs) and third party advisors 
within the compliance cycle.

• The appropriate use of technology to underpin a sustainable process.

Christophe de Waele and Demian de Souza, Deloitte
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September

Focus 6: Building a shared service organisation in the Public Sector: how to attract and on-board new customers 
ESPAP is responsible for development and administration of shared services within public administration in Portugal. Its 
services cover Finance, HR, Procurement, IT Services, Vehicles and Logistics, and Infrastructure Services. Having started as 
the shared service organisation for the Ministry of Finance, ESPAP’s ambition is to be the shared services provider for all of 
the Portuguese government departments. It has had some success in on boarding additional customers and provides project 
management support for a number of other potential customers. However, adoption of ESPAP’s services is not mandatory 
for government departments in Portugal. During this session, we will discuss:

• The challenges of establishing multi-functional shared services in the Public Sector.

• How do you attract new customers in an environment where adoption of services is voluntary?

• How do you convince sceptical stakeholders of the power of sharing services on a cross-organisation basis?

• How do you manage multiple, disparate services in a single organisation structure and leverage good practices across 
these services?

• What is ESPAP’s vision for the future and how will it adapt to the challenges to come?

Dr. Jaime Quesado, President of ESPAP – Entidade de Serviços Partilhados da Administração Pública I.P. (Portuguese 
Shared Services Entity for the Public Administration) 

Focus 7: Evolving shared services in the context of the “future of work”: threat or opportunity?
There are many perspectives on “the future of work” – the rise of the virtual worker, managing “millennials” and the 
impending apparent collision of talent and technology. The adoption of almost exponential technological change and 
the shifting skill sets required by many of today’s businesses presents a huge and positive opportunity to every business. 
This session will explore:

• Deloitte research that suggests yesterday’s functional silos, still dominant in so many organisations, are potentially a 
blocker to harvesting the opportunities from this new future of work. 

• How can shared services/GBS organisations be sure that their structure best suits the future needs of the business?

• As a consumer of both “tomorrow’s talent” and “tomorrow’s technology”, do shared services have the potential to be 
leading in this space?

• How can shared services capture performance opportunities that carefully align location, talent and technology 
strategies?

Martin Laws, Deloitte
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September
11:10
   

 
 
 
 
 
 
 

 
 

  
 

Discussion forums (45 minutes)

Discussion 1: BPO 2020
What are the emerging trends in BPO? How will Robotics, Cloud Services and GBS reshape the supplier market and the way 
services are delivered? Who will be the key players and new locations? How will the scope of BPO services evolve? Will it be 
more of the same or will 2020 be a Brave New World? In this session we will take a look at some key themes and how the 
next 4-5 years could shape up. This session is applicable whether you are in an existing BPO relationship, contemplating 
BPO, or are dedicated to captive shared services and just want to stay a step ahead. 

Punit Bhatia, Deloitte

Discussion 2: Talent in shared service centres – a platform for talent development or a hiding place? 
The maturity of the employment market across shared services has grown over the past ten years, and the war for talent is 
on. But what really do we want from our shared service centre employees? The introduction of Robotics will naturally drive 
shared service centre employees up the value chain, decrease attrition due to more meaningful work and deliver a more cost 
effective service – but how will this affect our talent strategies and frameworks? Moreover, Generation Ys and millennials 
are “the most educated and culturally diverse of any generation” and “notorious job-hoppers who dislike bureaucracy and 
distrust traditional hierarchies” so how should we plan for what’s on the inevitable horizon?

Jill Trafford and Ed Walker, Deloitte

11:10
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Sizing engine (11.10 – 11.30)
Discover a multi-faceted modelling approach that combines inputs from people, process and technology with supply and 
demand econometrics to more accurately size your shared service centres. 

Analytics demonstration 2: Workforce insights (11.30 – 11.50)
Understand the drivers of your workforce profile, where future demand will come from and pinpoint the interventions 
required to position yourself for future success. 

11:10
  

Vendor showcase sessions (45 minutes)
For the latest list of sponsors speaking at these sessions, please visit the website: www.deloitte.co.uk/creativedestruction

Vendor showcase 1: Enabling technologies

Vendor showcase 2: Recruitment & people development

11.55 Delegates transition to tools & methodologies sessions, discussion forums or analytics demonstrations
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September
12:05 Tools & methodologies sessions (60 minutes) 

Tools & methodologies 1: Analytics at ITV: what is the opportunity for shared services and where does the business 
case lie?
Analytics is often cited as an opportunity for shared services to move up the value chain and act as a true business partner. 
However not all analytics programmes have been met with enthusiasm from the businesses they support. During this 
session, you will have the opportunity to hear from the shared services team at ITV how they are making a significant and 
recognised contribution to the business through the use of analytics to support audits and key performance indicators.

This practical ‘how to’ session will provide you with information about the analytics which ITV is gathering across the areas 
of procure-to-pay, order-to-cash, payroll and soon to be talent (artist) payments – and how it has structured its approach 
significantly minimise the cost and effort normally associated with audits. This session will also provide insight into the 
structures and technology which has underpinned their success as well as highlight the future opportunities:

• What was the business case for analytics?

• How did ITV structure its analytics approach and what are the governance forums and technologies which enable this?

• How does ITV map out the processes and identify control points for analytics? How analytics are then overlaid onto this 
and how do you deliver out the right message to the business / the auditors?

• What is the scope of the analytics capability and how will this expand in the future?

• Business analytics – what have been the challenges with developing this as a capability to date and how is the shared 
services team tackling this with the business?.

Ian Butterworth, Head of Purchase to Pay; Amanda Coad Finance Manager – Group and services, ITV and 
Sam Bartlett, Deloitte
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Day 1 – 22 September Evening Event – 22 September Day 2 – 23 September
Tools & Methodologies 2: From shared services feasibility study through to implementation – why Vestas Wind 
Systems chose to dismantle an existing shared services organisation and start again from scratch
Vestas Wind Systems began their shared services journey around 7 years ago with the establishment of a shared 
services centre in Chennai. As a consequence of the financial downturn, Vestas decided to implement a new corporate 
organisational structure, moving from a decentralised division structure into a centralised functional structure. With the 
Chennai centre no longer fully supporting the new structure as well as having fallen short of the original business case due 
to issues with the centre set up, the company took the brave decision to start again from scratch. In 2013 a feasibility study 
launched, leading to a decision to set up a new centre in a different location. 18 months on, Vestas has established a brand 
new centre in Manila which has in contrast to Chennai been a real success story. This session will serve as a lesson in how 
not to and how to manage a shared services design and implementation:

• Lessons learned from implementing shared services in Chennai.

• Building a business case to start again from scratch – when do you know that this is the right thing to do?

• Identifying a new location for shared services – from Chennai to Manila.

• What were the key lessons applied to the design and implementation approach for the second centre?

• Rebuilding trust with the business.

• What’s next: Moving from the current accounts payable, accounts receivable, travel and expenses, general ledger, fixed 
assets, and controlling support scope to a multi-functional GBS organisation?

Anders Andersen, Senior Project Manager, Shared Services Centre, Vestas Wind Systems

Welcome

About the sessions

Conference planner

Detailed agenda

Conference sponsors

Logistics

Contents

20 Annual Shared Services, Global Business Services & Business Process Outsourcing Conference  



Tools & methodologies 3: Locations to enable a global delivery model: what are the options?
Building a global delivery model (be that single or multi-function) is a key focus of many a forward thinking shared services 
leader. However, whilst this all makes sense on paper, companies are struggling to find locations which can meet with the 
requirements of a GBS or global shared services organisation. Whilst a couple of years ago, companies were considering 
second-tier countries as potential locations – these have fallen short of the mark as locations for GBS / higher value centres 
forcing companies back to the traditional hot-spots of Prague, Warsaw, Manila and Chennai. During this session, Elias van 
Herwaarden will take you on a round the world trip to help you identify locations which could work for you regardless of 
what organisational model you are adopting. Specifically Elias will highlight some of the common location mistakes and 
help you understand the implications of the choices available to you:

• GBS and global delivery: too few global locations?

• What are the additional location challenges when you are looking at GBS or higher value shared services organisations?

• Sourcing strategies for GBS: how to capitalise on what cities around the globe can offer.

• Saturated and emerging destinations world-wide, and why they could be relevant to your organisation if you are 
considering GBS.

• Typical delivery models from a GBS perspective – what are the location footprints of some of the leading-edge GBS 
organisations?

• Africa: the last frontier?

Elias van Herwaarden, Deloitte

“ Twenty years of industry experience and learning condensed into 
two days.” 

M.D., Balfour Beatty WorkSmart 
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Tools & methodologies 4: SMAC/enabling technologies and shared services in the Public Sector
The Public Sector is increasingly exploring opportunities to deliver efficiencies and change the way in which it operates 
through the use of social media, mobility, analytics, Cloud (SMAC), and enabling technologies. What progress is being made 
and what are the key considerations from a Public Sector perspective that need to be taken into account?
Hampshire County Council, which operates a multi-function shared services operation across several other Public Sector 
organisations is embracing new technologies, and is always amongst the first Public Sector organisations in the UK to push 
boundaries. During this session you will have the opportunity to hear more about Hampshire’s story, specifically:

• Why SMAC and enabling technologies were so important to Hampshire’s strategy – what’s in it for the shared service 
centre customers?

• The value that has been delivered.

• How the use of the technologies is governed.

• The approach taken to weighing up investment decisions.

• Embracing SMAC, managing data and business risk.

• Where next for SMAC in the Public Sector.

Carolyn Williamson, Director of Corporate Resources, Hampshire County Council and David Harker, Deloitte

 
Tools & methodologies 5: Out-tasking vs building a global team: moving beyond labour arbitrage
Danske Bank’s approach to creating an offshore shared services centre has been to focus on building global teams from the 
very beginning, to build an organisation that is spread across several strategic locations with each location playing an equal 
role in a fully integrated organisation. During this session, Peter Marsland will discuss:

• The development of customer-supplier relationships and how to avoid an “us and them” culture.

• How you can create global teams from the very beginning that work seamlessly across borders, with each location having 
equal incentives and opportunities to further develop and grow. 

• The benefits of this approach beyond labour arbitrage: improving process performance, customer satisfaction and overall 
employee engagement.

Peter Marsland, Senior Vice President & Head of Global Teams, Danske Bank and Mark Craddock, Deloitte
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 Tools & methodologies 6: The new science of HR “Intralytics”: how can the function find and apply insight for 
sustainable improvement using new techniques? 
Over the past few years, HR departments have developed new capabilities in HR analytics that are adding great value to the 
business in areas such as identification of talent and workforce planning. But what about adding value to the HR function 
and ensuring that we balance efficiency improvement with effectiveness of output?

During this session you will have the opportunity to hear practical examples of how HR analytics capabilities are being used 
across a wide range of HR specialities to drive improvements internally within the HR function – otherwise known as HR 
Intralytics. Specifically:

• Are you making the most use of all your HR data sources to provide insight into the efficiency of the HR function?

• How do you model the optimum size and cost of the HR operating model relative to predicted levels of demand?

• How can analytics be used to develop a business case to invest in new HR technology?

• How can you identify inefficiencies in HR processes, the reasons for the inefficiencies and what the potential remedial 
actions might be?

• What is driving HR case volumes by channel and what can you do to help move clients up the channel value chain?

• How efficient is your HR Portal and where are the opportunities to optimise?

Laurence Collins, Neera Mayor and Craig Renshaw, Deloitte

12:05 Discussion forums (60 minutes)

Discussion 1: Making change effective: looking at people and culture
The transition from old to new ways of working is fraught with challenges both for individuals and teams at all levels of an 
organisation. In many cases, the landscape has changed for an organisation and its employees and they are being asked to 
do different things and behave in very different ways.

The changes and the business impacts associated with a GBS or shared services programme have become more complex 
in recent years as there has been a move towards global re-location and deep technology change. People are being asked 
to work with colleagues on the other side of the world and use technology solutions to replace tried and tested manual 
processes. Failure to effectively manage both the people and cultural aspects of a change programme can prevent the 
effective realisation of benefits, no matter how compelling the business case.

This is an opportunity to talk through the way in which changes (large scale and small scale) are managed in your business and 
hear how others have managed their change. You will be joined by some of Deloitte’s change management practitioners who 
have experience across a range of GBS and shared services projects and knowledge on current trends in the market.

Jayanth Poorna, Charlotte Allen, Ben Appleby and Shelley Vallance, Deloitte 
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Discussion 2: How mature is your shared services centre?
Increasingly, organisations with existing Shared Services operations are asking questions such as: How are we really doing? 
How do we stack up against leading practices? What areas should we improve? Our Shared Services Optimisation approach 
offers a means to help you answer these questions. To provide the basis for an interactive, engaging and interesting session, 
participants will vote on topics of interest and swap ideas with peers and hearing real life examples of optimisation work.
 
• How cutting edge is your shared services centre? 

• Where should you be considering investing further in order to optimise? 

Claus Thorne Madsen, Deloitte

Discussion 3: The journey to bring corporate tax compliance and reporting into GBS
In this session we will reflect on the journey Diageo have taken around tax compliance and reporting within their GBS 
structure, comparing and contrasting with audience experience. The session will focus on:

• How Diageo and other leading organisations have built the business case for corporate tax within GBS.

• Corporate tax scope and processes transferred.

• Capability and resource requirements.

• Transition approach.

Gabor Illes, Head of RTR Statutory Compliance, Diageo Budapest Business Service Centre; Pippa Booth and James Tooley, 
Deloitte

12:05
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Data driven techniques to better understand your business (12.05 – 12.25)
Providing proactive insights to the business can be challenging for Finance with large transactional data sets, varying 
processes, different data sources and an ever-evolving business landscape. The clustering dashboard uses advanced 
statistical modelling that allows users to prolife their data, conduct clustering analysis to better understand the behaviour of 
the data, and outlier analysis to enhance the identification of risks and opportunities.

Analytics demonstration 2: Finance operations metrics dashboard (12.25 – 12.45)
Using market leading analytics solutions the Finance Operations Metrics Dashboard is an example of how to identify, design 
and build an interactive reporting solution that enables you to display and explore finance process performance results 
quickly, and drive optimisation of processes through measurement of performance.

Analytics demonstration 3: CFO management reporting (12.45 – 13.05)
CFO Management Reporting demonstration offers an illustrative KPI dashboard which depicts organisational performance 
against strategic objectives, pricing analysis and improvement opportunities, and asset efficiency and working capital 
optimisation.
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13:05 Lunch & networking

13:30
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Process X Ray (13.30 – 13.50)
Process X-Ray assists organisations in understanding process circumvention and chinks in the process chain by visualising 
SAP pathways. The demonstration will spotlight how efficiency gains can be found faster across all GBS and shared service 
functional towers.

Analytics demonstration 2: Service delivery transformation VDX (13.50 – 14.10)
The Service Delivery Transformation VDX provides a real-time, visual representation of the impacts of key decisions on the 
organisation and productivity of operations when considering movement of resources to regional or global shared services; 
changes in productivity due to automation/centralisation; relocation of existing operations; and shifting of operations to an 
outsourcer.

14:15 Plenary 4: Leveraging Enabling Technology and the commitment and expertise of its people across Europe at 
Coca-Cola Hellenic
Coca Cola Hellenic Business Services Organization serves 22 countries across Europe from a service delivery location 
in Bulgaria. A relatively young Business Services Organisation, they have added value through technology and process 
enablement using the SAP Shared Services Framework across HR and Finance to access their ERP landscape and manage 
interaction efficiently with customers. Coca Cola Hellenic are now exploring opportunities to extend the use of this enabling 
technology to other functions
 
Within the Coca Cola Hellenic network are some countries that have represented a challenge to European Shared Services 
for a number of organisations. Manolis will explore the difficulties and opportunities encountered. Coca Cola Hellenic 
prides itself on leveraging people, commitment, and expertise across Europe with an extensive programme of secondment 
between countries and the SSC. Manolis will explore the benefits that has brought to his Business Services Organisation.

Manolis Fafalios, Shared Services Transition Director, Coca-Cola HBC
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14:50 Plenary 5: The GBS challenge: first impressions 
Shell’s GBS, namely ‘Shell Business Operations’, journey is a long and interesting one. It has traditionally operated a ‘captive’, 
multi-functional-based organisation, and indeed was one of the pioneers of shared services globally. Shell began its journey 
around 15 years ago pioneered by Finance Operations and IT and today operates a portfolio of operations globally.

The idea for a consolidated Business Operations is to leverages the centralised operational infrastructure and ways of 
working to provide flexibility, scalability and collaboration for Shell’s Businesses and Functions and continuously look for 
opportunities through the distinctive operating model based on 2 pillar strategy that provides the opportunity to unlock 
and create value. During this session, Jawwad Cheema will outline some of Shell’s journey to Shell Business Operations and 
will discuss:

• The journey of Shell’s Business Operations and how is it set up driving value for Shell?

• How are accountabilities managed with the run and maintain of the business operations?

• How to drive activity based conversation for effective utilization of resources?

• What is important in choosing what is right for you, vs. what others are doing?

• How do you refocus the organisation from cost reduction mindset to value maximisation mindset?

• What are some of the key lessons learnt along the way?

Jawwad Cheema, Vice President, Shell Business Operations

15:35 Coffee and networking

Please supply ‘creation’ image
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16:05 Plenary 6: Panel on emerging technologies: what have been the inhibitors to their growth and what’s the associated 
change management challenge? 
A number of emerging technologies have the potential to disrupt the way we deliver business services, no matter the model 
– shared services, GBS or BPO. The increasing use of Cloud-based systems and the mobile enablement of the workforce, 
customers and suppliers is starting to change the way organisations deliver business services. To illustrate the implications 
of adoption, in a recent Deloitte survey, 55% of surveyed GBS executives expect to implement so-called Robotics within the 
next two years. This has the potential to transform work in a way not experienced since the Industrial Revolution. As these 
technologies improve and become more widespread, businesses must understand the changes that will be required to get 
ahead of the game. 

During this panel session, leaders in shared services, GBS and BPO will share their experience of emerging technologies and 
will debate and explore their implications, asking:

• How do we adapt our business capabilities and skills base as we adopt new technologies? 

• How disruptive will implementation be to our current ways of working?

• What are the organisational implications? Could these technologies bypass both the shared services organisation and IT 
department? 

• How will relationships – employees, customers and providers – change?

• How should we deal with change management issues?

Facilitator: Deborah Kops, Founder, Sourcing Change
Panel: Carolyn Williamson, Director of Corporate Resources, Hampshire County Council; Scott Singer, Head of Global 
Business Services, Rio Tinto; Christoph Bonert, HR Strategy Director, Philips and Jo Hart, Managing Director of Internal 
Shared Services, Deloitte 
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16:40 Plenary 7: Delivering decision support from a shared services organisation: moving up the value chain and what are 
the implications / structures you need to have in place for this to work?
Five years ago, Pfizer launched an initiative to streamline its finance function leading to the establishment of the Decision 
Support Centre of Excellence (DS CoE) to enhance its Global Financial Solutions organisation. DS CoE has driven significant 
cost savings as a result of process improvement and reporting standardisation, but more importantly has freed up in-market 
Finance to focus on business partnering and driving value in the broader organisation.

In Cannes in 2012, Pfizer gave us an overview on its journey to date. Since then it has continued moving further up the value 
chain and will be updating us on what has changed over the past three years. During this session Justin Wallen will share 
insight into:

• What did moving further up the value chain really mean for Pfizer in moving Finance from a transactional focus to 
becoming a valued Business Partner?

• How it expanded their remit to include more complex processes (planning, budgeting and forecasting, cost of sales 
analysis, enhanced analytics etc.) and new territories (Australia and New Zealand).

• The profile of the people that were needed to deliver these higher value activities.

• The key pain points and how to tackle them: managing multiple stakeholders across multiple geographies.

• Achievements and lessons learnt.

• What Pfizer is doing next to move even further up the value chain looking out to 2016 and beyond.

Justin Wallen, Global Head of Decision Support, Pfizer
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17:15 Plenary 8: Creating enduring competitiveness in the heart of Europe – BASF shared services centre. 
In 2005, BASF established its shared service centre for the Europe region in Berlin. Today, the Berlin shared service centre 
provides services in Finance and Human Resources for more than 200 group companies in 68 countries. The shared service 
centre drives global project initiatives, plays an important role in shaping the process and system landscape of BASF and 
provides agility in handling large and small business transactions. Together with BASF shared service centres in Asia Pacific 
and the Americas, an integrated shared service centre network enables the implementation of globally aligned processes 
and services. The Hackett Group global benchmark rates the Finance Services at BASF “world-class”. The Berlin shared 
service centre is a cornerstone of this achievement. The session will highlight the BASF Finance services strategy and provide 
an outlook on how BASF aims to continue setting the standards in Finance services: 

• How the set-up at BASF lays the foundation for best-in-class Finance services.

• How do you create value beyond wage arbitrage?

• How will BASF continue to drive the competitiveness of Finance services? 

Dr. Daniel Dornbusch, Senior Vice President, BASF Services Europe

17:50 Close of conference day 1

“ This conference allows me to compare what we have accomplished 
so far, to learn what others have done, share experiences (positive and 
negative), and challenge ideas in order to continue.”

Senior Director Controller, Celgene
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An exclusive gourmet night at The Kaufhaus des Westens
Join us from 19:00 at the InterContinental Hotel for drinks and 
networking as you whet your appetite ahead of the exclusive gourmet 
experience that awaits you in the country’s leading department store.

From 20:15 onwards, shuttle buses will be available to transfer you the 
short distance from the InterContinental Hotel to The Kaufhaus des 
Westens (department store of the west). Often abbreviated to KaDeWe, 
it is the largest department store in Continental Europe, attracting 40,000 
to 50,000 visitors daily.

We are delighted to be able to offer you this rare opportunity to taste the 
craft of KaDeWe cuisine and patisserie at 18 bars, exclusively opened for 
this year’s Shared Services GPS & BPO Conference on this evening.

The gourmet floor at the KaDeWe boasts 7.000 sq2 of space and offers a labyrinth of both well-known and truly rare delicacies. The product range 
spans from 25 year old Sherry vinegar and over 3,000 different wines from across the globe, to more than 60 types of bread and hundreds of tea 
and coffee varieties.

You will be spoilt for choice, sampling from a selection of German and international edibles with every different province given its own corner piled 
high. Sea food, fish, oysters, sushi and a variety of more than 35 freshly made salads and savoury cocktails will be readily available. You can indulge 
your sweet tooth at the legendary Lenôtre bars with more than 25 freshly made pies and cakes, tarts, Petit fours and desserts created from the 
original recipes of Gaston Lenôtre. Or perhaps you will prefer a taste from the ice cream parlor with its 15 different ice creams and sorbets, all made 
in-house. Why not sample both?

A trip to Berlin wouldn’t be complete without sampling the local specialty ‘Curry Wurst’, German sausage in a spicy-fruity curry tomato sauce. 
This culinary treat paired with fries, can be washed down with one of the local freshly draught beers at your disposal at the beer bar. Regional 
wines, soft drinks and coffee will be available throughout, ready to pick up as you enjoy a night at one of the World’s most renowned gourmet 
centres!

The cashiers will also be open exclusively to our guests, providing a shopping opportunity in case you see anything in the aisles that you would like 
to take home for you or your loved ones.

Evening Event
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08:45 Plenary 9: Insights from the future *inspirational speaker* 
Seven years on from the start of the global financial crisis, in a world ravaged by climate change and buffeted by political 
instability, it is impossible to ignore the damage done by short-term thinking. Yet the speed of daily life is accelerating rather 
than slowing down, with mobile technology enabling an always-on culture, full-length novels released as ‘disappearing 
content’, and yesterday being the deadline for everything.

In the face of this endemic short-sightedness, consumers and business leaders are rejecting ephemerality and immediate 
gratification, and seeking out grand challenges and epic projects.

Chris Sanderson, from The Future Laboratory shares his thoughts on Descendent Marketing – campaigns targeted at 
generations that haven’t been born and other leading edge insight from the world of technology and brand.

Chris Sanderson, co-founder, The Future Laboratory

09:20 Plenary 10: The view from the top: a Chief Operating Officer’s (COO) perspective of how GBS can support an 
organisation facing a fast changing economic environment  
BP was one of the pioneers of Finance function outsourcing in the early 1990s and still has the majority of its finance 
transactional activity outsourced globally. In recent years, BP has built regional centres to centralise higher-value finance 
processes that are not considered suitable for outsourcing and has moved to a GBS model which, as well as finance, 
includes customer service and parts of HR, Tax, Procurement and IT. As COO, Richard Hookway has overall responsibility for 
the GBS organisation and also IT and Indirect Procurement. After summarising BP’s journey to date in BPO, shared services 
and GBS, he will drill down into some key challenges the organisation currently faces including:

• In a world where oil prices have almost halved in the last 18 months and BP has reduced in size through divestments, how 
can BP aggressively increase the GBS footprint and significantly reduce selling, general and administrative expenses?

• How can BP make the ‘Owner’ model (where GBS staff report to the GBS leader rather than to their respective functional 
leader) work?

• How can you achieve process standardisation in an environment with multiple lines of business and dozens of different 
finance ERPs?

• To what extent should IT sit within the same organisation as GBS and how can this be best achieved?

Richard Hookway, COO GBS and IT&S, BP
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09:55 Plenary 11: How can organisations deliver end to end benefits across a shared services / GBS organisation 
(and beyond)?   
GSK has a strong tradition of shared services and BPO. Today the organisation runs a three tier operating structure of in-
country shared services centres, business services centres (for high end work) and outsourcing contracts with a number of 
different providers across different functions. These different operating structures fall under GSK’s GBS organisation known 
as CBS which has as its central goal the desire to increase alignment across the different operating units, move towards an 
optimum governance structure and transform services in a consistent way. A key enabler in this journey is the establishment 
of Global Process Owners who have responsibility for designing the way that processes are delivered, measuring 
performance and achieving advocacy or buy in from customers and stakeholders. During this session, Rohit Nath will share 
the GSK vision of how to leverage its back office structure to deliver end to end benefits for the organisation:

• The journey to the GSK three tier operating structure.

• Definition of true end to end service provision – goals and objectives.

• The role of the GPO and the structure that needs to sit behind them.

• How can organisations deliver and track end to end benefits?

• How can you influence the end to end where it sits outside of the remit of shared services / GBS?

Rohit Nath, Vice President – Head of Finance Transformation, GSK

10:30 Coffee and networking

“ The event was an excellent investment of time. It was a great balance 
of hearing how the large, more mature SSCs are moving forward to the 
next level and networking with SSCs at a similar stage of development 
that are facing common challenges.”

FSS Controller, First Group 
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11:00
  

Tools & methodologies sessions (60 minutes) 
 
Tools & methodologies 1: Shared services design through to implementation
If you are starting out from scratch – there are now a multitude of different options available to you: do you establish a 
single function shared services organisation, jump straight to GBS, or consider outsourcing? Regardless of what route you 
choose, if you are only making a start now, there is a huge amount of learning which you can exploit, so how do you make 
the most of this and what is the ideal way to approach the design and implementation of your shared services organisation? 
During this session Matt Stallard, John Baddeley and Jo Hart will share with you their recipe for success:

• How do you align your stakeholders before you start the journey?

• How do you incorporate the voice of the customer in the design and engagement process?

• What are your considerations when building the business case: to what extent is it worth trying to quantify ‘value’ above 
and beyond FTE head count savings?

• How do you get maximum stakeholder engagement during the design process? How do you create a design for the future 
(e.g. if you are considering other functions in the future)?

• What are the key design considerations and what will be the implications of the choices you make?

• What’s the best way to handle shared services roll outs: how quickly should you go?

• What is the role of the business through implementation? How do you keep them engaged through the build phase? 

Matt Stallard, John Baddeley and Jo Hart, Deloitte 
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Tools & methodologies 2: Shared services for mid-sized organisations: it’s not all about size, it’s what you do with it 
KCOM Group plc. has embarked on the biggest change journey in its 111 year history. KCOM has implemented a finance 
shared services centre, replaced a number of its legacy applications with a new SAP finance platform, established finance 
business partners to improve decision making and better serve the Group, and fundamentally changed the culture and ways 
of working within finance and across the Group.

For a mid-sized company like KCOM, the team felt at times that they had bitten off more than they could chew and they 
have realised that the “standard” approach to transformation does not always work in smaller organisations.
Joanne Fletcher, Head of Performance and Improvement, will share her recipe for successfully managing simultaneous 
changes. Some of the ingredients include:

• People first: focus on how the changes impact the individuals in the organisation, and derive strategies to continuously 
engage with key stakeholders.

•  A clear vision: have the end state in mind, plan for and articulate how you will get there. 

• Get people excited about the “new world”.

• Engagement: prioritise and focus on what matters. Revisit priorities on a regular basis and evaluate whether they are 
reflective of the needs of the organisation. Don’t be afraid to re-prioritise.

Joanne Fletcher, Head of Performance and Improvement, KCOM Group plc
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Tools & methodologies 3: How do you make the transition from shared services to GBS?  
This year there are an increasing number of companies making the leap from single function shared services to GBS. Whilst 
there is now less scepticism around the concept, the emergence of ‘leading practice’ in terms of how you approach GBS, 
or the optimal organisation model is still noticeably absent: most companies have not managed to break the transitional 
reporting lines and go beyond the ‘landlord model’. Coupled with this, the relative infancy of this concept means that there 
is a lack of experienced talent both from an external and consulting perspective. Taking all these challenges into account, 
this session is designed to help you get under the skin of how the GBS journey is different from a traditional shared services 
transition, provide you with real examples of the different approaches that have been taken, and equip you with some of 
the tools you need to succeed in your own organisation. In this session, we will discuss:

• How is GBS different from single function shared services or outsourcing? What are the new challenges a GBS scope 
brings?

• How can you set things up for success from the start? What should you do to get alignment on the GBS ambition across 
your leadership? How do you build a business case for GBS?

• What are the key steps and additional design decisions you need to make at the start and on your journey? How do these 
designs influence the organisation that you create? How should your ‘starting point’ or culture influence this?

• What are the models that exist out there and how do you determine which model is right for you?

• How does the design influence your transition approach?

• Is there a right way to transition to GBS? How quickly can you implement GBS and what external factors need to be in 
place for you to be successful?

• Who do you need to involve? What skillsets will you need and where in your organisation should you source these?

Nick Prangnell, Jeppe Larsen and Charlotte Allen, Deloitte
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Tools & methodologies 4: Continuous Improvement
Technicolor’s shared services operation covers all transactional Finance, including accounts payable, accounts receivable, 
closing, cash and some profit and loss reporting. The organisation is in the process of implementing a Continuous 
Improvement initiative at its shared service centre in Poland with the objective of changing the mind-set of the people in 
both the centre and in the business. This involves implementing Lean techniques, defining KPIs and eliminating waste as 
well as implementing visual management. The implementation is ongoing and has overcome some key difficulties. During 
this session, Vincent Rimbeau and Xavier Muller will talk about some of the tools, techniques and lessons learned that can 
be used in implementing Continuous Improvement including discussing some of the key questions:

• What are Continuous Improvement techniques and how are these implemented?

• How do you overcome resistance to a Continuous Improvement implementation from those who are being asked to do 
this in addition to their existing roles?

• How do you change the mindset and culture of people within a hierarchical shared service organisation to enable them to 
look critically at processes and define improvements?

• What can you do to change the mindset of the business to make them understand that the shared service centre is not 
just a data crunching machine and help to create an environment where customers trust the numbers?

• What additional difficulties did Technicolor face so far and how have these been overcome?

• What does the future look like for the Continuous Improvement implementation at Technicolor and what lessons have 
been learned to help the implementations improve?

Vincent Rimbeau, Finance operations & Transversal Function Controlling, Technicolor and Xavier Muller, Deloitte 
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Tools & methodologies 5: How to use SMAC technologies in 
HR shared services  
The emergence of new technologies over the past few years has 
resulted in a transformational change in the world around us. 
During this interactive session, we will discuss the emergence of 
SMAC technologies and how HR shared services organisations are 
leveraging these new solutions, including;

• Social media collaboration tools – how to choose what’s best, 
how to use social media collaboration tools and where they add 
value.

• Cloud and mobile technology – does Cloud technology change 
the ways of working in a shared service centre? Are shared 
service centres becoming more virtual? 

• Analytics – leveraging people data for your shared service 
centre.

If you are interested in taking the leap and adopting SMAC 
applications in your own HR shared services organisation, but are 
not sure on how to move forward, this session is for you.

Bonnie Gust, Vice President, Global Shared Services, ASDA; Ben 
Wharfe, Principal Business Partner, EDF Energy and Wayne 
Cartensen, Deloitte 

Please 
supply ‘smarter 
analytics’ image
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Tools & Methodologies 6: Payroll compliance and how to avoid the pitfalls
Compliance is always a hot topic within any organisation, especially when payroll is involved. Join this session to understand 
how to implement the tools and processes that will enable you to sleep at night knowing your payroll service within the 
shared service centre is compliant. They will be discussing:

• The different types of compliance for everyday payroll operations.

• Why do we need to be compliant?

• What “good practice” actually looks like.

• Practical steps to take to be compliant.

• How technology can support compliance.

• Pitfalls to avoid.

Rebecca Mullins and Eira Jones, Deloitte

11:00
  

Discussion forums (60 minutes) 

Discussion 1: Robotics 
Hype versus reality. Is Robotics just the latest marketing buzz word that promises the world and under delivers? Or can it 
really produce results in lightning speed? Drawing on their own recent experience implementing Robotics as well as from 
experience in the room, this session will get behind the marketing to look at where Robotics makes a difference and where 
it doesn’t, how it can be implemented, what are the pitfalls, and what is the typical range of benefits in a GBS / shared 
service environment. 

Dave Wright and Dupe Witherick, Deloitte

Discussion 2: BPO contract renewal
The initial trauma of transition is a distant memory, things are stable but your supplier is not delivering the transformation 
promised in the original sales process: how can you use the upcoming renewal to reset relationship? Or would it be better to 
a try someone new or even insource? This session looks at the options, including how to prepare for successful renewal or a 
graceful exit, drawing on a depth of real-world experience.

Punit Bhatia, Deloitte
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Discussion 3: Analytics
More and more organisations are now using analytics to get more value from data, but the extent and nature of its 
application, even its definition, can vary widely. Identifying relevant and reliable data sources and then working out how to 
get more value from that data (for example: to drive or support better decision making or identify detailed opportunities 
for improvement) can be a daunting task. In this session, you will hear how Lloyds Banking Group (LBG) has approached 
the opportunities and challenges that analytics presents, share some detailed case studies about the value it unlocked, and 
share your experience of analytics in a shared services environment.

Andrew Weir, Programme Director Shared Services, Lloyds Banking Group

11:00
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Talent analytics (11.00 – 11.20)
Find out how a diverse range of variables can be dynamically visualised, providing rich insight into otherwise hidden 
dimensions of your talent.

Analytics demonstration 2: Sizing engine (11.20 – 11.40)
Discover a multi-faceted modelling approach that combines inputs from people, process and technology with supply and 
demand econometrics to more accurately size your shared service centres.

Analytics demonstration 3: Workforce insights (11.40 – 12.00)
Understand the drivers of your workforce profile, where future demand will come from and pinpoint the interventions 
required to position yourself for future success.

11:00
  

Vendor showcase sessions (60 minutes)
For the latest list of sponsors speaking at these sessions, please visit the website: www.deloitte.co.uk/creativedestruction

Vendor showcase 1: Outsourcing

Vendor showcase 2: Location strategy and selection 

11.55 Delegates transition to focus sessions, discussion forums or analytics demonstrations
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12:10
  

Focus sessions (45 minutes)

Focus 1: Building resilience across your global shared services organisation: business continuity planning 
As organisations push the boundaries in terms of processes that can be centralised in offshore locations, the level of 
dependence on the resilience of those locations grows. So – how do you manage the risk of one of those centres becoming 
unavailable? During this session Adriana Konjani will discuss how Shell approaches business continuity planning across its 
six centres.

• Building a robust business continuity approach.

• Identifying critical versus non critical processes.

• How does the development of technologies support resilience building.

• Agile working as an enabler of resilience.

• Building interoperability capability.

Agnieszka Jaromin, Finance Business Continuity Manager, Europe, Shell 
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Focus 2: Is it possible to optimise when you are still getting the basics in place?
Lafarge Tarmac is a company formed in 2013 as a result of a merger between Lafarge UK and Anglo American’s building 
materials group, Tarmac. The merger of two large organisations with different systems, processes, people and locations in a 
constrained pre-integration environment brought challenges to the formation of the business and its shared services centre. 
Since its formation, the shared services centre have been dealing with a lack of standardised ERP systems and processes, as 
well as around 70% staff turnover (as they moved location) within its now c200 FTE strong centre. Despite a less than ideal 
foundation for establishing a shared service centre, Lafarge Tarmac continues to face the same challenges that any centre 
does: demands from the business for better, more cost effective service. 

During this session Andrew Parris, who joined the company in 2014 as Finance Transformation lead and Shared Services 
Director, will share his insights into the challenges and how they are accelerating stabilisation at the same time as improving 
the service. Specifically, he will talk about how getting stakeholders on board is one of the key success factors in this 
context. This session will appeal to anyone at the start of their journey, or who has struggled with getting the basics right, 
or with the stakeholder management challenge. Topics for discussion will include:

• Background and context of the shared services organisation at Lafarge Tarmac.

• In a less than “ideal” set up, what are the bedrocks which you absolutely need to get right on order to move forward?

• What initiatives does Lafarge Tarmac have under way running alongside a stabilisation programme: what is possible and 
what is not?

• How do you manage your stakeholders’ demands to ensure that they help rather than hinder progress?

Andrew Parris, Director of Shared Services, Lafarge Tarmac

“ This is the one conference I make sure I attend. The speakers give 
great insight on how things really are: the break-outs allow for deeper 
discussion, and the networking is second to none.”

BPO Relationship Leader, Kimberley Clark 
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Focus 3: How Robotics are cementing themselves in the industry as a valid alternative to offshoring
The growth of Robotics technologies over the last few years is a perfect example of how a disruptive technology can 
have a significant and positive impact on a market. No longer restricted to the likes of sci-fi films, this cost effective and 
quick-to-implement technology is establishing itself as a viable alternative to outsourcing, particularly when combined 
with an onshore / offshore captive shared services centre. Whilst Robotics are yet to penetrate as deeply into a process as 
outsourcing, what it can do is be applied across a number of different functions from F&A, to HR and Customer Services, 
as well as processes which are unique to certain industries. During this session, James Hall and Dave Wright will detail out 
the opportunity, the costs involved and share examples of where it has been deployed across a number of organisations. 
Attendees particularly interested in this may also want to attend the discussion forum on Robotics during which the team 
will run Robotics demonstrations:

• What do we mean by Robotics and how has the technology evolved beyond the traditional ‘screen scraping’ solutions?

• What processes are best suited to Robotics? What are the limitations?

• What does a typical implementation of Robotics look like and how do you build a business case for this?

• Can a combination of an onshore or offshore shared services organisation combined with Robotics be a viable alternative 
to outsourcing?

• When should you consider Robotics? For example, how mature or disciplined do your processes need to be?

• What have been the barriers to the growth of Robotics? Why is it now time to follow the ‘eliminate, standardise, 
automate’ route?

• If Robotics sound like the ideal solution, who are the big players in this market and how do you select the solution that’s 
right for you?

James Hall, Managing Director, GenFour Limited; and Dave Wright, Deloitte
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Focus 4: Skills development in HR shared services: how shared services can be seen as a credible career choice, with 
clear paths for progression within the organisation
When an HR shared service function is formed within an established organisation, service centre roles are often seen as 
the bottom of the value chain. Shared services also struggle to retain individuals within the organisation if they cannot 
see a clear career path across the wider HR and business function. During this session you’ll have the opportunity to 
hear examples of what organisations are doing to retain and engage individuals through skills development and career 
pathways, and discuss what shared services can do to address this perception: 

• Why is a career in shared services not seen as a fundamental building block to a career in HR?

• How can we develop individual skills across a range of generalist areas to create future capability?

• How can we leverage the opportunity of gaining customer facing experience and working within a global environment to 
make the employee proposition more attractive? 

• What needs to be done to address the perception of service roles, particularly in organisations where long serving 
employees are redeployed into the shared service organisation?

Rebecca Ricketts, Head of Service Performance & Analysis, BT and Emma Leonis, Deloitte
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Focus 5: Managing global tax operations in a shared services organisation structure
Bacardi has recently undertaken a decisive journey to re-think its finance and tax organisation. Through this journey, it has 
designed a new model operating through its newly created Bacardi Global Service Centre and Regional Hubs. This new 
model will deliver organisational and operational benefits to the organisation. From an organisational standpoint, Bacardi 
is streamlining more than 40 countries to a single shared service centre, supported by 9 regional hubs covering Finance 
and Tax functions, driving synergies across all regions through centralised and standardised processes. This organisational 
change naturally drives a new One Bacardi Way of working for the management of taxes, and enhancing greater controls 
and efficiency in supporting front line activities. 

The management of tax activities is now handled through the Global Tax Operations. As part of that tax transformation 
process, Bacardi has decided to outsource tax compliance activities to Deloitte. 

During this session, Afke Van Mansum of Bacardi and André Claes and Laurent Nowicki will share Bacardi’s journey to 
consolidating its global tax operations and outsourcing its compliance activities, including sharing lessons learned and 
discussing how complex and value-adding processes can be managed in a global operation. 

Afke Van Mansum, Director of Global Tax Operations, Bacardi and André Claes & Laurent Nowicki, Deloitte

12:10
  

Discussion forums (45 minutes)

Discussion 1: Business partnering: how can you make building this capability a pleasure, not a pain 
There is a recognised and increasing demand for leaders to drive and manage business performance with their business 
counterparts. The response has been for a majority of organisations to develop their business partnering capability, but 
what does this mean and how can you leverage existing shared services or GBS capability? Evidence shows success requires 
more than just a name change to “business partners” for your retained organisation. In this session we will explore: 

• How do you determine the right business partnering strategy – one that provides optimum return on investment?

• What are the common delivery models organisations build for executing this? 

• How can you make building this capability a pleasure, not a pain?

John Haughey and Charlie Wanbon, Deloitte
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Discussion 2: Has the SLA had its day? 
With several high profile industry leaders scrapping their SLAs, should we be taking note and thinking about better ways to 
manage the evolving relationships between service providers and customers? Achieving performance targets is now a given 
for many established shared service centres. Is this really the best way to get value from these relationships or should we 
be focusing on ways to work more collaboratively focusing on optimising end-to-end processes. What alternatives exist and 
how should these be implemented?

Laurence McCall, Deloitte

Discussion 3: Shared services in the Public Sector 
Over the past number of years the Public Sector has increasingly seen shared services as a core part its business operations. 
Whilst sharing in a political context has its own challenges, success stories share some similar characteristics. Wherever you 
are on your shared services journey this session provides an opportunity to share lessons and gain insights from others in 
the Public Sector. Discussion topics will explore:

• Trends in shared services from a Public Sector perspective internationally.

• Deciding who to share with – sharing within or beyond your organisational boundaries.

• Deciding what to share – different considerations for different functions?

• How to fund investment and capital priorities in a Public Sector model.

• Are there really any quick wins and what are they?

• Critical success factors for making governance work.

Deborah Gregg, Deloitte

12:10
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Service delivery transformation VDX (12.10 – 12.30)
The Service Delivery Transformation VDX provides a real-time, visual representation of the impacts of key decisions 
regarding the organisation, productivity and location of operations when considering movement of resources to regional 
or global shared services; changes in productivity due to automation/centralisation; relocation of existing operations; and 
shifting of operations to an outsourcer.

Analytics demonstration 2: Process X-Ray (12.30 – 12.50)
Process X-Ray assists organisations in understanding process circumvention and chinks in the process chain by visualising 
SAP pathways. The demo will spotlight how efficiency gains can be found faster across all GBS and shared service functional 
towers.
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12:10
  

Vendor showcase sessions (45 minutes)
For the latest list of sponsors speaking at these sessions, please visit the website: www.deloitte.co.uk/creativedestruction

Vendor showcase 1: Enabling technologies

12:55 Lunch & networking

13:15
  

Analytics demonstrations (15 – 20 minutes)

Analytics demonstration 1: Finance operations metrics dashboard (13.15 – 13.30)
Using market leading analytics solutions the Finance Operations Metrics Dashboard is an example of how to identify, design 
and build an interactive reporting solution that enables you to display and explore finance process performance results 
quickly, and drive optimisation of processes through measurement of performance.

Analytics demonstration 2: CFO management reporting (13.30 – 13.50)
CFO Management Reporting demonstration offers an illustrative KPI dashboard which depicts organisational performance 
against strategic objectives, pricing analysis and improvement opportunities, and asset efficiency and working capital 
optimisation. 

13:55 Plenary 12: Panel: Moving up the value chain: what’s the opportunity and what are the implications?   

Facilitator: Peter Moller, European Shared Services Practice Lead, Deloitte 

Mature shared services and GBS organisations have increasingly been looking beyond their traditional scope into more 
‘value-adding’ activities. Once the organisation has the basics in place, it can seek to become a true business partner and 
help to support and influence the business in new and insightful ways. During this session, Peter Moller will engage an 
expert panel of leaders to discuss how their SSc and GBS organisations:

• Have moved up the value chain beyond transactional activities
• Are using analytics to help their organisations become more insight driven
• Are helping their organisations improve post-merger integration and divestments
• Are implementing genuine end to end process redesign across previous functional divides

Panel: Stig Rutving, Vice President – Group Business Services, Lundbeck; Justin Wallen, Global Head of Decision Support, 
Pfizer; Carolyn Isaacs, Global HR Service Director, Diageo; Anne Mortensen, Head of People Services – Global Business 
Services, Rio Tinto 
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14:30 Plenary 13: Managing a big bang transition to GBS: how to create a recipe for success
Lundbeck started its transition to a GBS organisation in July 2014 having previously done very little centralisation of 
back-office processes. Taking advantage of starting from a blank sheet of paper, the scope of the programme included a  
big-bang transition of Finance, HR and Procurement for 30 countries into a centre in Krakow, and a move to adopting 
a global standard approach to service delivery enabled by an implementation of SAP and other technologies such as 
Opentext, Ariba and Success Factors. During the 2014 conference, Paul Hansen gave a perspective on Lundbeck’s transition 
plans and approach. 10 months on by the time of this event and with 20 countries and headquarters now transitioned into 
GBS, Stig Christian Rutving will give an update on that story. Although a relatively modest-sized organisation – this story 
provides an impressive take on what can be achieved with a well-planned approach and structure:

• The scope of the GBS organisation and why a big-bang approach to transition made sense for Lundbeck. Under what 
circumstances can you adopt this approach?

• Transition methodologies in practice: to what extent did Lundbeck stick to the original implementation plans and 
approach – how and why did plans have to get adapted? 

• What were the implications of implementing a new ERP and enabling technologies alongside the transition to new 
processes and a new organisational structure?

• How has Lundbeck managed to achieve 10% efficiency savings so soon after implementation with a centre of 120 FTEs? 
What have been the key success factors? Why is it important to safeguard your standard processes?

• What are the challenges Lundbeck now faces in terms of moving from transitional state to steady state? How has it used 
process excellence plans and mobilised process leads?

• Next steps and future plans.

Stig Christian Rutving, Vice President – Group Business Services, Lundbeck

15:40 Close of conference
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Business and technology support for companies, investors and scientific institutions in Berlin – this is the Berlin 
Partner für Wirtschaft und Technologie GmbH mission. With customised services and an excellent science and 
research network, their experts provide an outstanding range of programs to help companies launch, innovate, 
expand and secure their economic future in Berlin.

The portal “Business Location Center” provides comprehensive location and sector-related information on the 
business and technology location Berlin. Berlin Partner will support you in evaluating the business environment 
according to your needs and will offer one-stop-consultancy on identifying investment grants and subsidies as well as 
commercial property real estate and office space. http://www.berlin-partner.de/ 

Northern Ireland attracts global companies because of its blend of highly competitive operating costs and availability 
of skilled people with a strong work ethic. The Business and Professional Services sector is well established in 
Northern Ireland, employing over 13,000 people in shared services, customer and global services centres. The region 
offers capability and expertise in areas including customer service; technical support; human resources; law; finance 
and accounting; marketing; design; business intelligence and data analytics. Offering a largely untapped pool of 
highly educated people who have a professional attitude and strong work ethic, the region has attracted a growing 
number of international investors including Citi, Allstate, Baker & McKenzie, and Caterpillar. 

As the regional business development agency, Invest Northern Ireland’s role is to grow the local economy by 
helping new and existing businesses to compete internationally and by attracting new investment to Northern 
Ireland. www.investni.com/invest

When you are looking to relocate or expand your business, getting the right advice is key. That‘s where Invest 
Lithuania come in. With their team of expert advisors, they will give you the knowledge, help and support that you 
need to make the right decision. All their services are completely free as they are a government agency, dedicated to 
foreign investment promotion in Lithuania. 

Invest Lithuania have successfully helped hundreds of global companies to grow their businesses by giving them 
the knowledge and know-how needed to take full advantage of Lithuania’s highly qualified talent pool, favourable 
business environment, and raft of governmental incentives. www.investlithuania.com 

Ireland’s Investment Promotion & Development Agency – IDA Ireland – partners with overseas companies, helping 
them to establish and grow their operations in Ireland. It has worked with with companies like Novartis, Deutsche 
Bank, Zalando, SAP, Twitter, to name just a few. You can find out more about the benefits Ireland provides these 
companies at www.idaireland.com
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Adra is a leading provider of cloud solutions for Financial Controls & Automation. Finance and Accounting Teams are 
under pressure to do more with less resources and at the same time to reduce risk and increase control. Adra´s cloud 
based solutions helps all types of organisations to work smarter and quicker with better control and accuracy. Adra’s 
mission is to streamline and standardise accounts departments and give them an overview of the company’s key 
processes at all times.

With over 25 years’ experience of providing software for the automation of the Financial Close Process, Adra is a 
market leader with more than 3000 customers. Adra is headquartered in Scandinavia and today they serve customers 
in more than 30 countries around the world. Among these customers are Hertz, GE Capital, Toyota, IKEA and BMW. 
http://www.adra.com

Runbook International provides the world’s leading corporations with clear financials in SAP. Runbook ONE™ is a 
comprehensive Financial Governance Platform that powers SMART Close, SAFE Controls, and TRUE Reconciliation. 
With Runbook, organisations have reduced cost and improved quality by automating recurring financial processes.

Because Runbook understands the unique aspects of financial processes, they can provide top-of-the-line solutions 
to automate and streamline your procedures. Runbook offers improved efficiency, transparency, and visibility for your 
financials. www.runbook.com

BlackLine is the leader in Enhanced Finance Controls and Automation (EFCA) software and the only provider that 
offers a unified cloud platform supporting the entire close-to-disclose process. The BlackLine Finance Controls 
and Automation Platform is designed to help midsize companies and large enterprises strengthen controls, lower 
compliance risks and gain greater efficiencies and visibility. Delivered through a scalable and highly secure cloud 
model and built from a single code base, the platform supports many key accounting and financial processes 
including the financial close, account reconciliations, intercompany accounting and controls assurance, fueling 
confidence throughout the entire accounting cycle.

More than 100,000 users across 1,000 global companies in over 100 countries currently leverage the BlackLine 
platform to increase accountant productivity and elevate controls and compliance functions to ‘Modern Finance’ 
status. BlackLine customers include more than 25 of the Fortune 100 and over 100 of the Fortune 500. For more 
information, please visit www.blackline.com
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Global software innovator ISIS Papyrus offers the Papyrus Platform for fully integrated inbound and outbound 
customer communications, document management and adaptive process in enterprise customer operations, 
consolidating ECM, BPM and CRM in one solution. Business users gain flexibility and control using Papyrus standard 
software to create Customer Engagement applications connecting your ATTRACT, ACQUIRE, CARE, RETAIN and 
MANAGE initiatives.

2000+ enterprise organisations worldwide use Papyrus applications to optimise: number of customer 
communications, customer care, account-/contract-/policy-management, adaptive case management (ACM), 
marketing campaigns, targeted messaging/transpromo, multichannel bi-directional correspondence (design to 
delivery), automated document factory (ADF) or inbound mail processing.

Cross Industry References: Citibank, Deutsche Bank, HFC Bank, UBS, Credit Suisse, BNP Paribas, CapitalOne, Lloyds 
TSB, Allianz, Generali, Sun Life, Zürich, AG Insurance, Tryg, Mobiliar, AXA, Hallesche, Sanitas, Wellpoint, SwissCom, 
T-Mobile, T-Systems, Orange, Singapore Telecom, Belgacom, Verizon, AT&T and many more in Public/Government, 
Manufacturing/Retail and Utilities/Energy. www.isis-papyrus.com

All your suppliers. All in one place. Simplify your supplier interactions with a platform built for business-to-business 
collaboration. Tradeshift connects buyers, suppliers, and all their processes in one global network. They help you 
transform the way you work with suppliers today – and adapt to whatever the future brings. Rethink the way you do 
business. Tradeshift is redefining how buyers and suppliers work together. They believe that businesses succeed when 
they’re connected, collaborative, agile and data-driven. And they have the software to get you there.  
http://tradeshift.com/

Nestlé Nespresso SA is the pioneer and reference for highest-quality portioned premium coffee. Headquartered 
in Lausanne, Switzerland, Nespresso operates in 62 countries and has more than 10,500 employees. In 2014, it 
operated a global retail network of over 400 exclusive boutiques. For more information, visit the Nestlé Nespresso 
corporate website: www.nestle-nespresso.com 

Herman Miller’s inspiring furniture designs and strategic placemaking services help organisations perform at their 
best, by creating more natural and productive workplaces. For more information, visit www.hermanmiller.co.uk
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Conference website For further information and to register, visit www.deloitte.co.uk/creativedestruction.

Conference dates 22 – 23 September 2015.

Language English.

General information The two day conference and evening event, including refreshments, are free of charge to invited 
delegates. Other costs such as travel, accommodation and general expenses are not included.

Registration To register for the conference, visit www.deloitte.co.uk/creativedestruction and complete the online 
registration form. Confirmation of your place will be received within 48 hours, provided you meet our 
delegate criteria. We recommend that you refrain from booking your travel and accommodation until you 
have received the final confirmation from us. 

Please note, we reserve the right to refuse applications from companies who would be considered 
‘vendors’ in this space.

Registration will close when the event is fully booked. To avoid disappointment, early booking is 
recommended.

Accommodation We have negotiated preferential rates at a number of hotels in the vicinity of the conference venue. 
Information about the hotels and special rates are available through the official registration website  
www.deloitte.co.uk/creativedestruction. All hotels on the list are within 15 minutes’ walk of the 
conference venue.

Delegates are responsible for all accommodation costs and will need to provide credit card information to 
secure their room. 

The cancellation policy for the hotels is available on the conference registration website. 

Please note that although great effort has been taken to negotiate the lowest room rates possible we 
cannot guarantee that these rates are the lowest available. We also only have a limited number of rooms 
at each hotel, so book early to avoid disappointment.

Logistics and other useful information

Welcome

About the sessions

Conference planner

Detailed agenda

Conference sponsors

Logistics

Contents

51 Annual Shared Services, Global Business Services & Business Process Outsourcing Conference  



Location & transport The venue of the conference – The InterContinental Hotel – is located in the Tiergarten district of central 
Berlin.

Tegel Airport is the main international airport of Berlin and is the closest airport to this year’s conference, 
around 30 minutes taxi ride from the conference venue. Schönefeld Airport is also close by, approximately 
45 minutes taxi ride from the venue.

Parking is available at most of the conference hotels at an additional cost. Please check the hotel websites 
for further details.

Currency The local currency is Euros.

Dress code The dress code for the conference and evening event is business casual.

Weather The average September temperature in Berlin is around 15°C (59°F).

Deloitte networking 
space 

Future of Work space 
The way we organise our office space can have a strong impact on productivity and the morale of 
employees, which ultimately impacts on customer service. This space will be available to all delegates as 
an informal meeting and workspace throughout the conference. It will also provide an opportunity to 
experience the future work environment through an office set up that encourages engagement. The space 
will feature a small exhibition on the Future of Work and demonstrations of analytics and digital 
technologies will be on offer. 

Shared services, GBS 
and BPO conference 
app

An official app for the Deloitte Shared Service, GBS and BPO Conference will be available from July 2015 
and will provide an interactive guide to the many sessions and networking opportunities. Please note, 
the app is only available to attendees of the conference and access will only be given to those who have 
officially registered.
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Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL”), a UK private company limited by guarantee, and its network of member firms, each of 
which is a legally separate and independent entity. Please see www.deloitte.co.uk/about for a detailed description of the legal structure of DTTL and its member firms.
Deloitte LLP is the United Kingdom member firm of DTTL.

This publication has been written in general terms and therefore cannot be relied on to cover specific situations; application of the principles set out will depend upon 
the particular circumstances involved and we recommend that you obtain professional advice before acting or refraining from acting on any of the contents of this 
publication. Deloitte LLP would be pleased to advise readers on how to apply the principles set out in this publication to their specific circumstances. Deloitte LLP 
accepts no duty of care or liability for any loss occasioned to any person acting or refraining from action as a result of any material in this publication.

© 2015 Deloitte LLP. All rights reserved.

Deloitte LLP is a limited liability partnership registered in England and Wales with registered number OC303675 and its registered office at 2 New Street Square, 
London EC4A 3BZ, United Kingdom. Tel: +44 (0) 20 7936 3000 Fax: +44 (0) 20 7583 1198.

Designed and produced by The Creative Studio at Deloitte, London. 46481A
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