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We’'ve been expanding on the concept of
GBS for a decade now — what has worked
and what hasn’t?



Real change drives
rapid pivot to OneOffice

| Evolution to the Connected OneOffice Mindset
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What is the purpose of GBS these days?

...And what should be the purpose?




The Digital Dichotomy: GBS has a role to help organizations balance
the macroeconomic “Slowdown” with the “Big Hurry” to innovate

The “Slowdown” The “Big Hurry”

- A Digital Foundation is

MUItlple e enlE essential for survival.

headwinds

 Enterprises realize dire
IT and operational budgets THE need to achieve their
are tightening DIGITAL “OneOffice”

Many cloud migrations DICHOTOMY B, The case for building an

are failing Autonomous Enterprise is
: stronger than ever
The talent crunch is not
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GBS needs to become the orchestrator of capabilities
required for enterprise innovation

People

* Diverse and inclusive
* Problem-solving, technical, analytical, and hard-to-find skills
* Global: offshore, nearshore, onshore, anywhere shore

Change Management
« Baked into the solution versus an Process
invoice line item

* Value driven commercial model

* Eliminate process debt
» Trust, Governance, Risk, and compliance
* Backed by process / domain expertise

Data

« Make data a first-class citizen
« Organize services around enterprise data-
flows (customer, employee, vendor)
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Technology

* Leveraged as a competitive differentiator
* Al-powered Cloud-enabled solutions
* Partner ecosystem



Can GBS genuinely make the shift from the

back/middle office to the front office
(OneOffice)?

How do you turn it around and align it with
the direction of the business?



The HFS OneOffice Organization — digital transformation in action
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GBS leaders need help with data, talent, and internal alignment

What are your biggest challenges to meet your strategic objectives?

GBS’ biggest challenges: Data governance, GBS EX, and
Organizational Alignment Framework

data governance staff
across the
organization

Lack of centralized Hiring quality staff Retaining quality Organizational
silos / Lack of
internal alignment

Sample: 28 GBS executives from Global 2000 enterprises
Source: HFS Research, 2022
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29% 29% 29%

Staff reluctance to Data security  Poor automation of Lack of innovation
return to the office issues processes /data  from third party
services



How does the new generation of outsourced services, such as
outcome-based managed services or co-sourced services, fit

into the GBS service delivery equation?

How does GBS maintain control over core data/operations
with greater reliance on 3rd parties?
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The Generative Enterprise inspires a new S-curve of Value Creation

The IT and business services
l.ndusfry is at an inflection point of The Generative Enterprise
jumping to a new S-curve of value (Al-driven)

creation

* Additional 30-70%

Generative Al productivity on operational

ML IT & business scope
Process e Autonomous data-driven
mining decision making and
IDP exception processing

* Inclusion of creative
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The Global Enterprise 9 activities enabling

(People-driven) DevOps enterprise-wide end-to-end
Tech augmentation

Anywhere shoring scope

Value creation

Lean & Six Sigma
* Operational scope

* [T Infra, ADM, Contact center and Transaction
processing

* 30%+ arbitrage driven upfront productivity

* 5-10% YOY continuous improvements

* Improved business outcomes
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How has the shift to hybrid/remote working
impacted the effectiveness of GBS organizations?

Can/should driving employee experience across

the enterprise be owned and driven by the GBS
conversation? What needs to change?
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2022 was The Great Resignation... 2023 is becoming The Great Freakout

ek TION .

q s The Great Res@]atlon The Great Res,g,, (Qnor/o

= The Great Re3|gnat|on =

i cUE GREAT RESIGNATION ' {

Jaded employee fuelled Great Resignation where Massive tech layoffs, back-to-office mandates,
many peoples’ lifestyles trumped their commitment a highly-uncertain economic & political climate,
to their jobs and an epidemic of banks almost collapsing
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How should GBS approach automation and Al, and
how can you embed these technologies within

each operation?

And do most GBS orgs have the right
skills/experience to deliver real autonomous

value?
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Failing to build an “Autonomous Enterprise” is not an option...
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Will today’s Chief GBS Officer become tomorrow’s
Chief Transformation Officer?

What needs to change in organizations to give GBS
more teeth?



Ambitious enterprises are rethinking hierarchies and leadership roles
to impact experiences of customers, partners and employees

Chief Executive Officer

Long-term infinite mindset
Strategy to drive profit with a purpose
Forcing the change that is needed
Balancing the desires of the stakeholder mix
Collaborative innovative culture
ESG mandate

Chief Partner Experience
Officer

Supply chain partners
Industry partners
Cross-industry partners
Technology & Business Service
Partners
Hyperscaler Partners

@ Research

Chief Transformation Chief Customer Experience
Officer Officer
IT and Business Operations Anticipate customer needs
End-to-end process ownership CX Design and Delivery
Data & decisions Digital + Physical engagement
Cybersecurity Mindshare growth (marketing)
Enabling technologies Wallet-share growth (sales)

(automation, Al, blockchain, 5G,
and others)

|
Chief Employee
Experience Officer

OneOffice skills
Digitally Fluent Workforce
Drive organizational values
Organizational change
management
Alternative talent models
Internal stakeholder alignment



