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2018 State of Operations and Outsourcing Market Study

The following are the results from the 2018 edition of 
an annual, global market research study conducted 
jointly by KPMG and HfS Research on the state of the 
operations and business and IT services markets.

The research effort surveyed and interviewed over 375 
executives globally from firms with revenues in excess 
of $1 billion annually globally across all major 
industries (see Appendix for full survey respondent 
demographics).

KPMG’s global Shared Services & Outsourcing 
Advisory (SSOA) practice is the executive sponsor 
practice for the HfS Research global market research 
relationship and for this annual global market study.

Sections

Current- and future-state service delivery operating models 

Shared services and outsourcing futures

C-suite imperatives & digital disruption

The impact of intelligent automation

Appendix – About the survey
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Cure-all/panacea solution and enabler for a broad range of 
organizational strategic and tactical needs and demands?

Cost savings tactics, transformational strategic ambitions

Expecting bots to solve all issues within the next year or two is unrealistic.

GBS opportunity to assume a new role as the organization-wide broker
and enabler of advanced D&A and IA while the historical transactional 
heart of GBS  shifts from people to automated process.

Key findings and observations

Near term expectations are high for returns from advanced data and 
analytics and intelligent automation investments.

Expectations are unrealistic given relative lack of organizational maturity in pursuing advanced D&A 
and IA investments, particularly around skills, talent, investment levels, and the current state of data integration.

Operations strategy is increasingly at odds with reality, particularly 
balancing cost savings and strategic investment priorities.

Struggles continue over to understand how 
to implement organization-wide automation.

Traditional outsourcing continues to lose favor; next-generation 
outsourcing leveraging advanced D&A and IA is the hot topic today.

Global business services must evolve from its internal service delivery 
focus with an emphasis to a more external focus with an emphasis on 
strategic value-add and back-, middle- and front-office integration.

All IA efforts and ambitions will continue to suffer from talent and skills shortages
and uncertainty over how to deal with leftover talent from process automation efforts.



Current- and future-state service 
delivery operating models 
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Operating models in use continue to shift towards centralization

C
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Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

41%

17%
7%

31%

30%

14%

19%

36%

49%

9%
16%

30%

3 years ago Today In 3 years

Decentralized operations: Business services distributed
to individual business units

Centralized operations: Business services organizationally 
consolidated, but without a service 
management structure

Functional shared services: Business services organizationally 
consolidated by function with a service 
management structure and largely 
transactional

Global business services: Business services organizationally 
consolidated in a multifunctional unit with a 
service management structure and inclusive 
of transactional and expertise services
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Main drivers for operating model changes; how to balance efficiency 
and effectiveness goals

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

20%

24%

25%

28%

33%

38%

40%

40%

53%

Reduce delivery costs

Simplify operations

Improve controls

Better align service delivery to the business

Accelerate decision making

Increase automation of core processes

Increase customer satisfaction

Improve operational effectiveness

Improve operational efficiency
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GBS is increasingly seen as platform for services and a hub for 
automation efforts

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

GBS takes a lead role in integrating 
knowledge and data in managing 
end-user customer interactions

GBS takes a lead role in integrating and 
coordinating intelligent automation efforts 
in support of business functions and 
corporate initiatives

GBS is a platform of services (e.g. process 
delivery, data and analytics, and service 
delivery) that are delivered in an integrated 
way with a single governance structure

3

2

1 4 GBS, as an organization, has its own ability to absorb and codify new 
services without the input of functional areas

5 GBS governance extends across the entire value chain from front-office 
to back-office services

6 GBS is composed of a discrete set of services with no single 
governance structure

 GBS as organization-wide IA broker – evolve or fade away?
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Expected operating model changes: growth of digital is driving 
change

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

27%

31%

32%

8%

2%

Significant change

Some change

No change

22%

26%

43%

7%

2%

Significant change

Some change

No change

Now In two years
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Enabling digital disruption and operating model changes

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

16%

20%

21%

21%

27%

28%

30%

36%

36%

42%

Centralizing processes

Relying more on outsourcing

Relying less on outsourcing

Changing the operational culture to reflect customer requirements better

Deploying/updating governance processes

Relying less on shared services

Relying more on shared services

Deploying more/better analytics

Using cloud technology

Deploying more automation



Shared services and outsourcing 
futures
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Change in service delivery models: moderate growth in outsourcing, 
shared services, and centralized models

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

17%

3%

2%

5%

26%

6%

4%

17%

23%

28%

23%

13%

22%

40%

46%

38%

10%

22%

24%

23%

Decentralized – internal delivery

Centralized – internal delivery

Delivery via shared services

Outsourcing

Reduce significantly Increase significantly

 Key is defining what type of outsourcing: traditional or next generation?
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Change in service delivery models: Outsourcing plans more likely 
than two years ago to see a reduction in usage

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

2%

3%

5%

6%

7%

18%

59%

37%

24%

13%

24%

40%

Outsourcing 2014

Outsourcing 2016

Outsourcing 2018

Reduce significantly Increase significantly
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Outsourcing and managed services usage plans by function: users 
changing provider or insourcing

27%

29%

31%

32%

33%

33%

34%

39%

40%

40%

Finance and Accounting

Supply chain and logistics

Sales

IT and network
infrastructure support

Customer service/sales support

Human resources

Industry-specific

Marketing

IT application maintenance
& development

Master data management

33%

39%

37%

32%

34%

21%

25%

27%

34%

34%

36%

40%

41%

41%

45%

SVP+

VP & below

APAC

EMEA

North America

Other

Insurance

Healthcare

BFS

Retail/CPG

Utilities

Manufacturing

Energy

Travel (H&L)

Telecom
Industry

Region

Management ayer

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Future outsourcing and managed services usage plans by function

25%

27%

27%

27%

18%

22%

23%

18%

22%

14%

18%

11%

5%

15%

7%

9%

6%

7%

6%

10%

8%

6%

4%

5%

7%

3%

12%

6%

7%

4%

4%

4%

2%

7%

17%

10%

11%

13%

21%

9%

13%

16%

10%

14%

12%

8%

7%

7%

7%

8%

7%

10%

11%

10%

5%

28%

22%

16%

26%

23%

19%

27%

29%

17%

25%

17%

13%

17%

18%

18%

19%

19%

20%

20%

20%

29%

39%

Customer service/sales support

Industry-specific

Marketing

Supply chain and logistics

Master data management

Procurement

Sales

Human resources

IT application maintenance & development

IT and network infrastructure support

Finance and accounting

Likely to renew with current outsourcer 
with more outcome focus and automation
(Volume/Outcome pricing)

Likely to renew with current outsourcer 
with similar contract (FTE pricing)

Likely to change provider or go out to 
competitive tender with more outcome focus 
and automation (Volume/Outcome pricing)

Likely to change provider or go out to
competitive tender with similar contract 
(FTE pricing)

Automate and insource

Likely to insource

No sourcing managed in-house

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Current offshore usage by function 

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

32%

22%

27%

28%

20%

29%

29%

27%

22%

20%

21%

16%

19%

21%

22%

23%

23%

22%

17%

19%

22%

21%

31%

24%

24%

22%

29%

17%

14%

26%

26%

28%

25%

16%

27%

20%

19%

18%

19%

20%

16%

19%

14%

13%

5%

7%

7%

9%

10%

12%

14%

15%

15%

15%

20%

Finance and accounting

Supply chain and logistics

Sales

Human resources

Master data management

Procurement

Customer service/sales support

Industry-specific process (i.e. claims processing)

Marketing

IT application maintenance & development

IT and network infrastructure support

No offshore 1-24% 25%-49% 50%-74% 75%-99% 100%
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Expected change in use of offshore/nearshore 
over the next two years

6%

1%

1%

2%

2%

1%

1%

1%

1%

1%

2%

16%

16%

13%

10%

12%

13%

14%

15%

14%

14%

14%

44%

44%

40%

43%

43%

39%

38%

34%

36%

37%

33%

27%

33%

40%

38%

34%

41%

43%

41%

41%

37%

40%

6%

6%

7%

7%

10%

7%

5%

9%

8%

11%

11%

Finance and accounting

Human resources

Sales

Marketing

Procurement

Supply chain and logistics

Customer service/sales support

IT application maintenance & development

Master data management

Industry-specific

IT and network infrastructure support

Decreasing offshore >20% Decreasing offshore 1-20% Staying as is Increasing offshore 1-20% Increasing offshore >20%

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Expected change of offshore usage by function

-1%

-2%

5%

12%

11%

6%

1%

2%

4%

8%

1%

3%

4%

5%

5%

5%

4%

5%

4%

4%

Finance and accounting

Human resources

Procurement

IT application maintenance & development

IT and network infrastructure support

Customer service/sales support

Supply chain and logistics

Industry-specific

Sales

Marketing 2018

2016

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381



C-suite imperatives 
and digital disruption
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Critical objectives dichotomy: driver for operational change not cost, 
but cost is the most mission-critical directive

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

20%

24%

25%

32%

36%

37%

38%

48%Drive down operating costs

Adopt/invest in process automation and
robotics to reduce reliance on labor

Align middle/back office operations
to improve customer experiences

Create real-time data that supports
predictive, not reactive decisions

Enabling the hyper personalization/customization 
of products to customers' requirements

Adopt/invest in cognitive technologies and 
machine learning to drive more value from labor

Create a more touchless virtual operation 
minimizing physical interactions with customers

Foster an entrepreneurial culture 
that drives more business value

Criticality of objectives
C-suite satisfaction Operational satisfaction
Satisfaction with deliverability of objectives

21%

26%

33%

34%

36%

31%

40%

28%

34%

22%

39%

39%

35%

29%

40%

22%

 Never enough cost savings?
 Legacy ways of cutting costs may not be working; new methods are required to extend cost savings opportunities  
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C-suite and operations perspective on achievement of directives

Satisfaction of C-suite Satisfaction of operations manager

Adopt/invest in process 
automation and robotics to 
reduce reliance on labor

Enabling the hyper 
personalization/ 
customization of products 
to customers' requirements

Adopt/invest in cognitive 
technologies and machine 
learning to drive more value 
from labor

3

2

1

Enabling the hyper 
personalization/ 
customization of products 
to customers' requirements

Create real-time data that 
supports predictive, not 
reactive decisions

Adopt/invest in process 
automation and robotics to 
reduce reliance on labor

3

2

1 4 Create real-time data that supports 
predictive, not reactive decisions

5 Foster an entrepreneurial culture that 
drives more business value

6 Align middle-/back-office operations to 
improve customer experiences

7 Create a more touchless virtual 
operation minimizing physical 
interactions with customers

8 Drive down operating costs

4 Adopt/invest in cognitive 
technologies and machine learning 
to drive more value from labor

5 Align middle-/back-office operations to 
improve customer experiences

6 Drive down operating costs

7 Create a more touchless virtual 
operation minimizing physical 
interactions with customers

8 Foster an entrepreneurial culture that 
drives more business value

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Time frame for achieving key C-suite directives

35%

32%

27%

37%

34%

31%

41%

Creating a more touchless virtual operation
minimizing physical interactions

Fostering an entrepreneurial culture that drives
more business value

Adopting in process automation and robotics to
reduce reliance on low-cost labor

Enabling the hyper personalization/customization of
products to customers' requirements

Aligning middle-/back-office operations to improve
customer experiences

Adopting in cognitive technologies and machine
learning to drive more value from skilled labor

Create real-time data that supports predictive, not
reactive decisions

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

14%

22%

29%

22%

25%

31%

23%

Within 12 months Within 2 years
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Top investment/focus areas to enable achievement of operational 
cost saving goals

31%

37%

39%

44%

50%

AI/ML/Cognitive

Analytics

Internet of Things (IOT)

Cloud

RPA

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Reliance on internal and external partners to achieve C-suite 
directives

16%

18%

18%

20%

21%

23%

24%

16%

16%

13%

14%

17%

15%

12%

36%

34%

35%

37%

34%

34%

39%

27%

27%

32%

25%

26%

26%

23%

5%

5%

2%

4%

2%

3%

2%

Adopting in cognitive technologies and machine
learning to drive more value from skilled labor

Adopting in process automation and
robotics to reduce reliance on labor

Enabling the hyper personalization/customization
of products to customers' requirements

Create real-time data that supports
predictive, not reactive decisions

Creating a more touchless virtual operation
minimizing physical interactions

Fostering an entrepreneurial culture
that drives more business value

Aligning middle/back office operations
to improve customer experiences

All in-house 75/25 50/50 25/75 All external

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Top means to drive a digital delivery operating model

4%

3%

3%

3%

5%

2%

3%

6%

5%

6%

19%

20%

23%

27%

19%

23%

20%

14%

18%

17%

43%

39%

36%

32%

37%

35%

34%

35%

33%

29%

34%

36%

37%

38%

38%

39%

42%

43%

44%

44%

Adopt new ways of designing processes, technologies, and services to 
deliver 

desired internal & external customer experiences at a lower cost to serve

Learning and development to ensure needed skills

Understand the potential impact of digital disruptors and customer 
experience on the employees and formulate targeted strategy

Leverage digital technologies to enhance governance delivery

Develop new centers of excellence

Understand where digital makes sense and where human interaction is still 
needed. Focus on human-centric design of technology/applications

Adapt governance models to match new organizational 
structures, service delivery model, and ways of working

Digital labor technology planning, pilots, and implementation

Adapt existing service delivery model
(SDM) strategy for digital transformation

Digital/enabling technology design and implementation

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

Unimportant Extremely important
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Focus on using data and analytics shift to improving decision 
making capabilities

23%

13%

5%

31%

27%

12%

27%

19%

31%

12%

Our analytics are
embedded in the
decision-making process

Our analytics provide
decision makers
some reasons why

Our analytics provide
decision makers an
account of what has
happened numerically

Our analytics provide
decision makers insight
on the likelihood of
business events
occurring

Our analytics are
embedded in the
decision-making process
and processes adapt
automatically with this
insight where possible

In 2 years Now

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Expected change of offshore usage by function

-1%

-2%

5%

12%

11%

6%

1%

2%

4%

8%

1%

3%

4%

5%

5%

5%

4%

5%

4%

4%

Finance and accounting

Human resources

Procurement

IT application maintenance & development

IT and network infrastructure support

Customer service/sales support

Supply chain and logistics

Industry-specific

Sales

Marketing 2018

2016

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381



The impact of intelligent automation
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Intelligent automation (IA)
is an umbrella term for software solutions in 
the form of robotic process automation, 
cognitive computing, machine learning, and 
artificial intelligence that are designed to 
transform business processes, customer 
interactions, and overall competitive edge. 

Robotic process automation (RPA)
is the application of technology that allows 
configuring computer software or a "robot" to 
capture and interpret existing applications for 
processing a transaction, manipulating data, 
triggering responses, and communicating 
with other digital systems.

Cognitive computing (CC)
is the simulation of human thought processes 
in a computerized model. CC involves self-
learning systems that use data mining, pattern 
recognition, and natural language processing 
to mimic the way the human brain works.

Machine learning (ML) 
and artificial intelligence (AI)
Analogous to cognitive computing is ML and AI 
that are the capabilities of a machine to imitate 
intelligent human behavior.

Intelligent automation defined
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Organizations current automation strategy

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

6%

6%

15%

18%

26%

29%

We are mandating this as a requirement for our service providers

We don't have one

We have built/are building a center of excellence

We are integrating automation into our current service delivery

We are in the process of formulating a strategy

Project use/case focused
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Drivers and inhibitors for the adoption of automation

33%

33%

35%

36%

41%

More actionable data 
for operational insights

Better visibility, auditability,
and compliance

More actionable data 
for customer insights

More workforce agility, giving 
operations the ability to scale

Better quality of operations

26%

26%

29%

33%

34%

Our underlying platform is 
sufficient already, and we don’t 

think automation will deliver 
any lower operating costs

We have adopted technology-driven
process change before and 
have had bad experiences

We are not sure where to start

Lack of internal talent to 
evaluate as well as implement

The immediate cost savings 
are not attractive enough

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

Drivers Inhibitors
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RPA and Cognitive/AI/ML usage plans: now and in three years

11%

7%

5%

4%

27%

25%

15%

7%

29%

18%

17%

16%

28%

39%

32%

34%

5%

9%

30%

37%

RPA - Now

Cognitive/AI/machine learning - Now

RPA - In 3 years

Cognitive/AI/machine learning - In 3 years

Don't know Not using Examining the potential Initial proof of concept (POC) or pilot Selective use Used at scale

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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RPA  and Cognitive/AI/ML satisfaction levels overall and by industry

4%

19%

43%

33%

0 4%

28%

42%

27%

1 2 3 4 5 1 2 3 4 5

1 – Unsatisfied, 5 – Extremely satisfied

Cognitive/AI/machine learning RPA

1 2 3 4 5

Travel (H&L)
Healthcare

Other
BFS

Overall
Insurance

Energy
Manufacturing

Utilities
Retail/CPG

Telecom

Travel (H&L)
Healthcare

Other
BFS

Overall
Insurance

Energy
Manufacturing

Utilities
Retail/CPG

Telecom

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Workforce requirements now and in three years: greater focus on 
strategic capabilities

23%

31% 31%
36% 36%

38%

32%
28%

30%

15%
13%

19% 20%

30% 31% 32% 34% 35%
38%

49%

Understanding/
using digital and
cloud technology
to improve
business
performance,
drive change

Understanding
business
processes and
using automation
to improve
business
performance

Improving
end-to-end
processes
across
external and
internal delivery

Creative,
entrepreneurial
spirit. Curiosity
for innovation

Exploring new
ways of
partnering
across the
services
ecosystem

Commercial
acumen
(balance
process,
technology
and innovation
decisions with
sustainable
cost model)

Analytical
prowess to
improve
operations/
productivity

Influencing
senior
executives

Vision and
ability to
drive change

Defining
business
outcomes

In 3 Years Now

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Transactional internal roles “significantly” impacted by automation in 
the next 2 years by function

7%

5%

10%

6%

5%

8%

8%

10%

8%

6%

9%

8%

12%

13%

10%

11%

15%

14%

12%

10%

15%

11%

12%

15%

31%

31%

30%

26%

31%

27%

29%

26%

24%

34%

17%

29%

32%

36%

30%

38%

30%

32%

32%

34%

31%

23%

33%

21%

13%

13%

14%

14%

14%

15%

15%

16%

20%

23%

23%

24%

Marketing

Industry-specific process (i.e., claims processing)

IT app maintenance & development

Supply chain and logistics

Overall shared services

Human resources

Finance and accounting

IT and network infrastructure support

Sales

Customer service/sales support

Master data management

Procurement

N/A Prefer not to say Under 10% 11-20% 21-50% 50%+

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Retain and retrain plans for staff affected by automation

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381

6%

1%
3%

13%

28%

30%

8%
10%

Don't know we
haven't decided

No or minimum
retraining

10% retain and
retrain

25% retain and
retrain

50% retain and
retrain

75% retain and
retrain

90% retain and
retrain

Retain and retrain
all

 Realistic goals or wishful thinking? 
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Approaches to augment internal talent pools; emphasis on external 
resources

24%

32%

37%

44%
47%

55%

Changing recruitment to
bring in different skills,

such as creativity

Crowd sourcing Partnerships with
universities

Alternative organization
models for example agile/

scrum teams/matrix
models

Contingent labor Service provider as an
extension of internal

operations

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381



Appendix – about the survey
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Survey respondents by industry

Banking and financial services
12%

Energy (oil and gas)
8%

Healthcare
11%

Insurance
8%

Manufacturing/industrial 
products

14%

Other
10%

Retail/consumer packaged 
goods
12%

Telecommunications
8%

Travel, hospitality & logistics
8%

Utilities
9%

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Survey respondents by company size

44%

38%

16%

2%

Between $1 billion and $5 billion
Between $5 billion and $10 billion
Greater than $10 billion
Less than $1 billion

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Survey respondents by job title

CEO, C-Level or Executive 
Vice President

12%

Director
58%

Senior Vice President, 
Function Head

15%

Vice President
15%

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Survey respondents by region

214 18 21

51

41

24

2

10

North America/Latin America 214

APAC 90
Asia 51
Australia, New Zealand, or Pacific Islands 21
India 18

EMEA 77
Africa 10
Eastern Europe 2
United Kingdom 41
Western Europe (excluding UK) 24

381 total respondents

Source: HfS Research in Conjunction with KPMG, "State of Operations and Outsourcing 2018, March, 2018
Sample: Enterprise Buyers = 381
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Dave is the global head of KPMG’s Shared Services & 
Outsourcing Advisory practice. In this role, he provides shared 
service and outsourcing advice to many of the larger, complex 
deal structures. He has more than two decades of experience in IT 
and business process outsourcing; shared services 
design/build/implement and sourcing management; contract 
renegotiations; and finance budgeting, planning, and analysis. He 
also delivers hands-on services as a client executive and has led 
many multinational deals and provided leadership support on 
several large and complex deals for both IT and business 
processes.

In addition to advising clients, Dave engages senior members of 
outsourcing service providers’ financial and IT delivery teams to 
establish and implement industry-accepted processes and 
structures related to outsourcing transactions.

Before joining KPMG in the U.S. through the acquisition of 
EquaTerra—where he held various senior leadership positions, 
including one through which he established the Financial Architect 
and Benchmarking practices, and was a client executive leading 
large multinational, multifunctional shared service and outsourcing 
engagements—Dave was a senior advisor at TPI. In that role, he 
assisted clients with the evaluation, negotiation, implementation 
and management of IT and business process sourcing initiatives. 

Earlier in his career, Dave held various financial and IT positions in 
the telecom industry, at organizations including Southwestern Bell 
Information Services, Southwestern Bell Directory Operations, 
Ameritech Advertising Services, and Bell Canada.

Representative experience 
— Led a large pharmaceutical company through a global IT 

outsourcing transition involving transitions with total contract 
value in excess of $1 billion 

— Led a global finance and accounting outsourcing transaction 
and global shared service design/build and implementation for 
a global pharmaceutical company

— Provided financial and negotiation support for Unilever’s 
finance and accounting outsourcing deal (Europe and North 
America)

— Led an assessment of Brazilian telecom’s IT operations, 
outsourcing, and joint venture options. Led negotiations with 
third-party provider

— Led a large U.S. oil and gas company through a finance and 
accounting outsourcing transaction, providing overall leadership 
and financial support

David Brown
Global Head, 
Shared Services & 
Outsourcing Advisory and
Principal, KPMG in the 
U.S. 

1 314-803-5369
djbrown@kpmg.com

David Brown
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KPMG Shared Services & Outsourcing Advisory

Who 
we are

KPMG helps clients transform 
business services to

We bring a specialized global 
team of more than 1,100 
professionals who blend 
insight and operational talent 
to help our client design, build 
and manage multi-functional 
business processes.

We focus on strategies 
that you can 

implement. 

1,100+
professionals

improve value, increase agility and 

create sustainable performance.

We put the strategy 
within the context of 

practical execution.

As a leading firm in

transformative service 
delivery model 
strategy, 
KPMG helps 
clients leverage alternative 
delivery models to improve 
value, increase agility, and 
create sustainable 
performance.

What 
we do

We help clients align a business 
services model with an 
emphasis on common

ENTERPRISE DELIVERY 
PLATFORM.

processes, technology 
and services on an

Alternative service delivery models 
can represent a transformational 
journey in business services. 
While there are common design 
principles, there is no “one-size-
fits-all” model and must be 
designed to align and 
enable company specific priorities.
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KPMG Shared Services & Outsourcing Advisory

How 
we do it

We have a Tested methodology
Why

KPMG
covers various angles of the service delivery model 
life cycle including

that

Change Management
IT, Governance,
Risk & Compliance.

We apply focused 
research, automation 
tools, proprietary data, 
clear business acumen,
and a mind set to get 
quickly to what matters 
in providing

Transition strategy

Location analysis

Governance 
organization
design

Service delivery 
model guide

Target operating 
model framework

Process maturity 
assessment

objective, 
actionable and 

practical answers 
to clients.

Independence:
Solution agnostic, we apply market knowledge 
and unbiased objective advice to help clients

In our increasingly complex world, firms find that 
taking a holistic view across their internal support 
functions can yield the greatest return.

Tested track record:

Transforming these functions requires the precision 
and expertise of a marketplace leader.

For over 100 years, 
organizations around the world have 

trusted KPMG for our business advice.

Trusted advisor:

KPMG continues its ongoing relationship 
with HfS Research, a leading research 
organization in the field of digital labor.

Research-based methodology:

The combination of two leading digital labor
firms covers the spectrum of robotic process 
automation through ground-breaking 

cognitive automation.
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