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Global Business Services

There is a revolution taking shape in the business services 
industry, one that disregards the traditional shared services 
and outsourcing paradigms and centers the design of 
support services on the needs and priorities of the 
enterprise as a whole. This is Global Business Services – 
an integrated platform to deliver enterprise business 
services that drive efficiency and business outcomes and 
evolves with the market and company needs.

First and foremost it’s about having a vision. 
Driven by global market opportunities, today’s C-suite has its 
sights squarely set on creating value for the organization. 
They’re shifting toward more transformational objectives like 
leveraging analytics to improve performance, accessing new 
technologies, establishing a portfolio management approach 
to managing services governance, location strategy as a 
means to increase strategic value, and focusing on global 
process governance as a way to sustain significant benefits. 
Leading enterprises are creating competitive advantage by 
addressing the emerging impacts of innovation like 
cognitive computing, robotic automation, mobile, analytics, 
and cloud platforms. 

Then, how do you differentiate? 
Through integration. In a market ripe and ready for change, a 
services delivery model that focuses on the holistic 
requirements and priorities of the enterprise gives companies 
the ability to enter new markets easier, integrate acquisitions 
faster, adopt new processes more rapidly, and access and 
analyze a wider range of data that, most importantly, serves 
their customer better. While many of these new business 
services organizations have different objectives, most share 
common traits. They are centrally managed and usually have 
an integrated portfolio of capabilities – typically a combination 
of external service providers, internal specialists, and internal 
shared services. Most of these organizations are enabled by 
integrated technologies and governed by common processes.

KPMG’s GBS Model is optimized and  
enabled by 10 dimensions

Innovation. Integration. 
Transformation.

Change and program 
management 
A focused, holistic approach 
for getting the people and the 
enterprise ready, willing, and 
able to fully adopt and sustain 
changes through targeted 
strategies promoting 
understanding, buy-in and 
ownership. 

Commercial perspective 
Customer relationship model 
defining the way GBS 
operates “like a business” and 
engages with customers 

Delivery and sourcing strategy 
The defined strategic intent of 
the GBS organization, its 
purpose, and relationship to 
the overall enterprise 

Service portfolio 
Definition of the breadth, 
depth, and geographic reach 
of services provided by GBS 

Talent management 
Flexible, integrated enterprise 

talent management model 
designed to attract, retain, and 
engage resources 

Enabling technology 
Integrated platform to help 
digitize and automate services

Tax and risk optimization
Monitor and manage change 
and regulations, including 
fiscal, legal, and tax

Data and analytics
Enhanced value through the 
capture, collection, analysis, 
and visualization predictive 
and prescriptive analytics

Process excellence
Deployment of end-to-end 
services with focus on quality, 
continuous improvement, and 
innovation

Enterprise service 
governance
An integrated way of working to 
engage with stakeholders and 
manage overall service delivery

Opertional

Excellence

Change and program management

zu 
wenig 
platz



Finally, if you’re trying to achieve greatness, it’s all 
about strategy.
While significant savings may be found along the first two 
levels of the maturity spectrum, sustainable value is seen as 
organizations progress higher up along the maturity curve 

Contact

and become increasingly strategic, enabling them to 
address technological disruptions like social, mobile, cloud, 
and RPA. They also become more agile, and the results of 
standardized processes can drive transformation across the 
enterprise.
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Level 01

Level 02

Level 03

Level 04

Level 05

Fragmented
• Decentralized service 

delivery model
• Duplicative functions, 

processes, and 
technology

• Little central control 
and governance over 
business support 
services

SUB-Scaled
• Consolidated delivery 

model
• Leverage economies of 

scale for highly 
transactional services

• Shared services or 
outsourcing typically 
on a single-function, 
regional basis

Scaled
• Multi-function, siloed 

transactional business 
service model

• Variation around the 
inclusion and level of 
processes, technology, 
and governance 
standardization

Integrated
• Enterprise wide  

mult-ifunctional 
transactional and 
specialist business 
service model

• Coordinated 
processes, technology, 
governance, and multi-
channel delivery for 
scale and adaptability

Strategic
• Multi-functional,  

multi-channel business 
service model 

• Provides transactional, 
expert, and analytic 
services

• Managed through 
integrated, outcome-
oriented governance

• Synced end-to-end 
business 
solutionsLevel

Value capture and performance sustainability occurs over time

BSM business services maturity


