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Symptoms of inefficiencies in GBS's and their root causes

Process

» Daily processes vary across regions

* Frequent errors and rework

» Cross-functional bottlenecks

» Leaders feel inefficiency but root-causees surface late

Governance
+ Slow decision making and ineffective cross-team alignment

Technology
* Heavy manual work and Excel dependency
* Frequent system issues and IT escalations

+ Slow innovation — automation solutions require regional
adjustments

Performance Insights & Data
* Inconsistency among teams for the same KPI
* Lower ROI due to operational inefficiency
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Typicalroot causes

Process
* Low process adherence due to fragmented process ownership

+ Limited digital scalability and capacity to drive continuous
improvement.

Governance

* No formalized cross-functional E2E governance and escalation
route

Technology
» Disparate technology landscape
» Lack of standard governance and IT policies

Performance Insights & Data
» Data not standardized across platforms
* No E2E KPI framework aligned to business outcomes

Service delivery
* No accountable global process ownership
 Ineffective governance and GPO role



Global Process Owners drive change and standardization in modern GBSS

Who are the Global Process Owners?

Global Process Owners are ultimately accountable for the design, standardization, governance, and continuous improvement of a specific business
process across an entire organization — regardless of geography, department, or business unit. Global Process Owners oversee process performance,
but are not necessarily responsible for their execution.

What are the ways GPOs drive benefits?

GPOs make sure that processes:
» Deliver consistent results across regions or business lines
+ Align with corporate strategy and compliance requirements

» Continually improve for end-to-end process efficiency and effectiveness, while improving transparency, and user experience while reducing costs
and risks.
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Investments into people, processes and technologies, supported

by Process Owners enable GBSS to elevate their role to strategic advisor
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Tangible results support the business case of introducing GP0 framework:

E2E process
transformation

Change &
adoption

Roles &
operating model

Reporting
& insights

Platform & data

Value realization

Cross-functional
capabilities

. e Expected value enabled by
Typical challenges Mitigations of those challanges leveraging a GPO model

Fragmented ownership of E2E process and True ownership of E2E processes to remove

across GBUs and functions siloes, bring consistency

Limited influence to change exceptions and lack Active change champion will increase adoption 0
of adoption of global standards of global standards +10-30/o

efficiency

Defined Job Description and Full-time roles with
clear decision-making rights to focus on process
evolution vs delivery

Inconsistent dedication, seniority, capabilities
and governance model

)
Ad-hoc data availability and disparate Clear metrics and analytics for data driven >90/0
performance reporting, limited SLAs decision making prioritizing impactful initiatives Standard
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Role & KPIs clearly tied to end-to-end o
outcomes, increasing overall operational efficiency +10-20 /0

and customer satisfaction

KPIs determined based on data availability and
not aligned to business outcomes

satisfaction

Centralized capabilities to drive continuous
improvements & innovation aligned with Digital will
increase impact and reduce shadowing orgs

Ad-hoc support for process assessment, change
and innovation with limited integration with Digital
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