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Steer and Transform 
Shared Services

KNOW
YOUR
POTENTIAL



A window of opportunity for 
Shared Service Centres
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The COVID-19 pandemic has significantly 
enhanced an often underestimated 
enterprise capability: global business services 
(GBS). According to recent BCG research, 
these “business units have been a cornerstone 
of resilience for their companies while 
experiencing a dip of less than 15% in their 
own capacity”. 

During lockdowns most GBS groups returned 
to full productivity by rapidly adapting their 
operating models. In the upcoming months 
and years – especially in a widely predicted 

recession environment - GBS will lead the way 
as digitalization enables the insourcing of 
more an more process scope of their 
companies. In their study BCG shows that 
“GBS organizations worldwide employ more 
than 1.5 million people, and their revenues are 
increasing at compound annual growth rates 
of 7% to 8%, about twice that of global GDP”. 
Starting with the pure goal of cost efficiency 
many GBS organizations have gained 
maturity and have delivered leading 
companies with technologically advanced, 
multifunctional, end-to-end services. 



Shared Services Maturity
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LEVEL 1 LEVEL 2 LEVEL 3
TRADITIONAL 

MONITORING SOLUTIONS 

Platform-Based Service Delivery
Delivering a seamless customer experience 
requires organizations to adopt an approach 
to business transformation that is oriented to 
scaling human endeavour through broad-
based digital platforms. The platforms of the 
future will provide continuous end-to-end 
processes visibility with embedded, intelligent 
conversion of data to insights. They will be 
designed for the humans in the loop, enabling 
rapid business decision making and using 
real-time data to generate fast outcomes.

Our answer: Know Your Potential
KYP.ai has been designed to support your 
digital journey: from basic ops monitoring, 
through efficiency and advanced support for 
co-creation by your digitally augmented 
workforce. Adapted from BCG + Genpact analysis, last accessed May 2022.

Note: Shows the estimated percentage of current companies that have reached this level of evolution. 



PEOPLE PROCESS TECHNOLOGY

SSC Business Challenges

- Hybrid/Remote Workforce 
steering

- Keeping pace with 
everchanging service requests 
from business functions

- Lack of ability to benchmark 
across functions / locations

- Accelerating transition to 
hyper-productive, augmented 
workforce

- Meeting challenging KPIs / 
SLAs

- Fact-based internal pricing / 
SSC cost allocation 
transparency

- Transparency about efficiency 
and KPIs – drive internal 
analytics

- Ability to fill service pipeline 
for Service Centre (growth 
matters) – expansion issues

- Service delivery integration 
hybrid global/local processes

- Optimizing technologies at 
scale (e.g. Automation, licence 
costs)

- Accelerate Digital agility for 
everchanging business 
environment

- Application landscape 
simplification
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One Platform to Steer and 
Transform Global Operations

PEOPLE-CENTRIC, REAL-TIME 
VISIBILITY OF OPERATIONS 

FROM DAY ONE

INDIVIDUAL 
USER 

DASHBOARD

PROCESS 
TRANS-

FORMATION

INTELLIGENT 
AUTOMATION
CANDIDATES

INTEGRATION 
APIs

TECHNOLOGY 
TRANS-

FORMATION

AUGMENTING YOUR WORKFORCE AT SCALE 

PEOPLE PROCESS TECHNOLOGY

+ +PLATFORM 

ABAKUS.ai SERVER
MODULES



Use Case 1 - A Global Agri-Business 
SSC increasing productivity in WFH

model, and for the first time, leaders 
had the ability to centrally steer 
operations based on a clear view of 
how work really gets done. 

Impact
Within two months KYP.ai increased 
the engagement rate of leaders with 
their workforce, implementing control 
measures that delivered a 
productivity increase of more than 
12%. KYP.ai now is additionally used to 
analyze all business services in detail 
with a value-stream-mapping (VSM) 
approach using the SOAR* principle 
– addressing 600+ L4 processes, 
delivered by 1000+ agents.

*Standardize, Optimize, Automate, Replicate

Situation
The global shared service centre
organization of an agri-service 
company is processing millions of 
service requests per year within their 
centres in India and in support of their 
global business. Suddenly steering 
their workforce in a hybrid mode -
adding work-from-home to work-
from-office – brought enormous 
business pressure to maintain quality 
of services at pre-existing cost levels.

Why KYP.ai?
Using KYP.ai they were able to see in 
near real-time what their hybrid 
workforce does, the improvement 
potential within their new operating
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>12% hybrid work productivity 
increase

Increased engagement rate of 
leaders

Accelerated VSM of >600+ processes 
across >1,000 individuals



Use Case 2 - A Global Logistics 
SSC's Transformation Command Centre
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much quicker and within established 
channels. They are also now equipped 
to benchmark across teams, 
functions, & industries ensuring a 
standardization of the best possible 
service experience for their 
customers wherever they may be.

Impact
A 5% YoY cost improvement resulted 
in high visibility within their global 
organization. Efficiency and 
productivity have both improved, 
alongside transparency (‘physical-to-
digital’). A command centre has 
provided the necessary direction, 
focus and global visibility to support 
cultural change and address pre-
existing performance issues.

Situation
The global shared service centre of a 
renowned logistics provider was 
already well-advanced in optimising 
their processes at a ‘work-item’ level. 
To stay ahead of the competition,
they wanted to implement a cutting-
edge, central solution to steer 
behaviour-driven workflows and 
operational processes across centres 
in 3 continents globally.

Why KYP.ai?
Building a global command centre 
around KYP.ai enabled the customer 
to become a more fluent 
organization handling escalations, 
prioritizations, and communications

5% YoY cost down improves 
charging model

Adaptability upside for business 
changes

High scale benchmarking – 5 centres



Use Case 3 - An EU FMCG Company 
SSC fuelling their automation pipeline
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activity data sourced at scale by 
KYP.ai highlighted new 
transformation possibilities and 
brought significant value to their 
internal customers. 

Impact
The Shared Services were able to 
increase their level of automation 
by 11% within just 9 months. One of 
the key success factors was that the 
whole governance around 
identification and implementation of 
automation was centralised through 
a single platform – KYP.ai. The added 
visibility to, and involvement of, senior 
management in the decision-making 
process had a positive impact across 
the business. 

Situation
A European FMCG company was 
investing heavily in automation 
solutions within their Global Shared 
Services. After an initial phase of  
success in testing solutions and 
solving problems the implementation 
stalled and financial ROI targets were 
missed leading to programme 
stagnation.

Why KYP.ai?
An ROI-prioritized, intelligent 
automation pipeline generated by 
KYP.ai platform deployment brought 
focus to both project and automation 
teams, positively impacting the 
entire SSC workforce. The unique

The level of automation increased by 
11%

Focus increased on high impact, low 
effort measures

Led to centralized governance and 
data platform



Use Case 4 - International BPO seeking 
sector-specific consolidation potential
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and the customer’s firm belief in the 
power of data to reveal the reality of 
daily work helped them to drive 
acceptance using reliable evidence. 

Impact
The data collected revealed the 
process steps with highest volume 
and time allocated. 16% of the service 
delivery volume was consolidated
by ‘bundling’ elements of the invoice 
processing procedure. The customer 
finally centralized (and partly 
automated, ~36%) invoice handling in 
a new standard format, streamlining  
processes across customers and 
standardizing service delivery. The full 
impact on delivery speed and quality 
was realized within just 10 months.

Situation
An international BPO service provider 
faced severe cost pressure on their 
Financial Services offering. Their 
transformation journey was just 
starting, with the aim to continuously 
improve all service offerings and give 
the best experience to all customers. 
Whilst clearly complex, the variability 
and flexibility in many processes was 
appreciated by customers.

Why KYP.ai?
The core objective was to find 
standardization and consolidation 
potential within service delivery 
processes, with a focus on Financial 
Services. ‘Zero-touch’ analysis using 
KYP.ai was a significant advantage

16% of volume centralized

36% of centralized volume 
automated 

Invoice per FTE target achieved 
within 10 months
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Use Case 5 - Spotting Customer Service 
delivery flaws in Claims Handling
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levels was clear from the ‘Proof of 
Value’ stage. A central transformation 
unit was empowered to identify the 
performance differences and 
accelerate capacity release globally. 

Impact
With KYP.ai the customer found 
standardization options that 
were unique to them, previously 
unknown training needs, and 
untapped capacity. Increased process 
adherence and compliance led to 
more uniform delivery fuelled by a 
renewed “learn from the best” 
upskilling program. Work-from-home 
performance significantly increased 
within 6 months. NPS increased and 
~20% of repeat calls were avoided.

Situation
A UK-based Insurance Service 
Provider was struggling with 
inconsistent delivery performance 
across their global entities. Agent 
training and compliance issues were 
amplified by rapidly-growing teams 
working from home. Understanding 
the root causes would be key to 
improving customer satisfaction 
and reducing claim handling time.

Why KYP.ai?
Despite automation efforts, people 
remain core to business success. The 
simple implementation, quick 
visibility of agent activity, and what 
differentiates their performance

Increased delivery compliance

Centralized upskilling program

~20% reduction in repeat calls



…AND MANY 
MORE EXCITING 
CASES

DO YOU KNOW YOUR PEOPLE’S FLOW?
KYP.ai can help you mitigate the burn-out and bore-out risks affecting your people.



DEPLOY

COLLECT

SCALE

How to Start with KYP.ai

REVIEW• End-to end test
• Productive / Private definition

• KYP.ai –led calibration

• Initial report out after 2 weeks
• Refine capture if required

• Questions?



DO YOU KYP*?
LET‘S START YOUR JOURNEY.
*Know Your Potential | Know Your Process | Know Your People

Headquarters: Im Zollhafen 6, 50678 Cologne, Germany          |          Email: info@kyp.ai |          Phone: +49 221 16 920 909          |         Website: www.kyp.ai

mailto:info@kyp.ai
http://www.kyp.ai/

