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SUMMARY
At Oracle we have
learnt that the essence
of a successful shared
service is the creation
of a robust
organisational
foundation with 
well-founded standard
business processes
under-pinned by sound
technology and
resources. This
approach is proven to
provide a basis for not
only the initial
improvements but also
year-on-year evolution
and rationalisation. 

We are able to work
alongside your change
management partners
to improve your
business processes 
and ensure you 
have the best
supporting systems
and technology in
readiness for 
shared services.

WHY SHARED SERVICES?

Shared Service Centres (SSCs) are physical or virtual centres typically providing

support functions such as Information Technology, Finance, Human Capital

Management (HCM) or Procurement across an organisation or group of

organisations. Economies of scale, control and process improvement are

leveraged by organising these functions into a single or small number of service

centres with standardised processes. 

While there are many activities within the public sector which are driving out

efficiency and improving service, shared services, when implemented soundly,

provide a real step change in efficiency as well as a platform for ongoing cost

reductions and service improvements.

The Transformational Government Strategy specifically identifies shared services

as an “approach that will release efficiencies across the system and support

delivery more focussed on customer needs”.



WHAT ASPECTS OF GOVERNMENT ARE SUITABLE FOR SHARED SERVICES? 

The Transformational Government Strategy states that particular attention should be paid to the
following aspects of sharing services. These are: 

1. Customer Service Centres – to provide both Central and Local Government services in a
more citizen-centric manner. 

2. HCM, Finance and Other Corporate Services – together cost up to £20 billion a year across
the 1,300 government organisations that each have their own service functions. 

3. A Common Infrastructure – to bring together the GSI, the Government Gateway and
Government Connect

4. Data Sharing - between agencies to help deliver better services and guard against fraud
and other misuse

5. Information Management – tools to analyse and spot patterns in shared data, enabling
more-informed management decisions and better policy making

6. Information Assurance – measures to combat the increased security risks that follow 
from wider sharing of data

7. Identity Management – rationalising the existing numbering systems in Government and
moving towards a joined-up approach to providing online services through single sign-on

8. Technology Standards – to enable systems and architectures to dovetail together. 

Customer Service Centres already exist in the UK public sector with differing degrees of shared service.
One example that has taken the shared services approach to a pioneering level is Staffordshire Connects.
This is a partnership of 10 local authorities which provides seamless, joined up access to services in the
County with productivity improvements of 19%, service quality improvements of 26% and anticipated
annual efficiencies of between £750K and £1m.

While Customer Service Centres receive a high profile as a way to provide more efficient joined-up
services, it is the HCM and Finance areas, which have captured the attention of policy leaders and those
seeking to produce a sound business case for a shared services approach. This is not surprising as there
are over 1300 public sector organisations, most of which have their own back office systems. 

Other areas such as Data Sharing and Information Management will undoubtedly deliver significant
benefits in terms of better decision support and reduced data manipulation. They will however require a
great deal of central thought in terms of potential organisational and legislative changes before they can
be effectively put in place. 

Other corporate and back office functions should not, of course, be ignored. A study by the Audit
Commission found that shared revenues and benefits services for local authorities could help to deliver
annual efficiencies of up to £140m. Services such as estates management, legal and audit services also
have high levels of commonality across organisations. The advent of standards based technology, for
example, Oracle Fusion Middleware with the standard Business Process Execution Language (BPEL) for
working across disparate systems, will support new levels of innovation in process improvement. 

“Best in class”
organisations currently
spend about 0.75% of
their total expenditure
on Human Capital
Management and
Finance. This compares
with typical public
sector organisations
whose costs are 2.5% of
total spend leaving
huge potential for
savings and service
quality improvements. 
See
http://www.buyitnet.org/
Best_Practice_Guideline
s/SharedServicesPubSe
ct/docs/G1 Vision.pdf

Oracle itself has saved
over one billion dollars
through the
introduction of
consolidation and
shared services. This
includes a projected
30% decrease in finance
and administrative costs
and has also provided a
wealth of intangible
benefits. 



Oracle Shared Services for Whitehall Shared Services

HOW CAN SERVICES BE SHARED? 

There are many different ways of sharing services and different models will be appropriate
to different services and functions. Shared service models can be split into three key
levels, each with increasing levels of cultural and organisational change alongside
potential benefits. The key success factor for any shared service is to embrace the model
which will offer the maximum potential long term continuous improvement in benefits
while minimising the risk of the implementation of the service grinding to a halt before it
is complete, effective or realising it’s full potential. 

The three key levels are:

A SHARED SERVICES ROADMAP

What are the steps to success and a framework for continuous improvement?

A move to shared services should be a continuous journey if it is to offer its full benefit potential
to the organisation. It is therefore important that improvement cul-de-sacs are not built into this
journey and important initial decisions ensure future proofing and flexibility. 

Key steps 

• Validate and refine current processes
• Create a robust and achievable benefits case
• Provide a flexible and scaleable model
• Take advantage of technological capabilities

A Typical Successful Shared Services Roadmap

Centralisation

Hierarchical Sharing

Peer Sharing

What is it

Individual organisations centralise
previously devolved activities, with
standard processes and common
service levels to internal customers

Sharing amongst a recognised
hierarchy of organisations. Typically
with a lead organisation providing
services to others

Sharing between similar
organisations. This can be structured
in a number of ways, e.g. with
organisations acting as the buyer,
seller or as part of a “club”.

Success factor

• Lower Risk Option
• Benefits Restricted to Boundaries of

Organisation
• Continuous Improvement best in

large organisations to enable
economies of scale for investment

• Greater risk in terms of take-up
• Greater benefits from larger

economies of scale
• Increased potential for continuous

improvement through economies of
scale and diversity

• Higher risk due to organisational
and contractual challenges

• Higher potential for benefits due to
wider boundaries and user base

• Higher potential for continuous
improvement through reduced
constraints. 

PEER SHARING –
MODELS
AVAILABLE
There are three key
models that can be
adopted for peer
sharing: 

Buy = Look for an
existing provider of a
suitable service, either
in public or private
sectors

Sell = Set yourself up
as a provider.You’ll
need good technology,
spare capacity, and
commercial &
governance structures
in place

Club = Form a club with
your peers on a mutual
basis, either to set up
an in-house service or
one with a private
sector partner

The NHS adopted an
advanced model that
allows individual Trusts
to buy a service from a
central joint venture
organisation. Trusts
buying into the service
are guaranteed initial
savings of 20%. 

1.Robust
business case

to ensure
ongoing
buy-in 

2.Processes standardised 
for maximum take-up. 

Use Oracle standard business 
flows as a strong foundation

4.Organisational
structure and

partners in place

6.Effective Roll-out and Training,
ongoing communication 

and promotion

8.Further Take-up and broadened
process footprint. 

Implement a smooth roll-out with
Oracle’s integrated modules.

3.Executive
sponsors drive
through change

5.Timely Implementation
Take advantage of Oracle

Applications and Technology for
minimal risk and maximum

success

7.Early Tangible
benefits

Realisation

9.Non-tangible
Benefits Realisation,

e.g. Improved
Performance
Management




