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Welcome

Creating the Foundation for Next Generation Shared Services

The Deloitte Public Sector Shared Services Forum 2018 is the first of its kind in 
the UK and is designed to provide an opportunity for senior HR and Finance public 
sector shared services decision makers to explore emerging trends and 
opportunities in the market.

The forum will be a combination of thought-provoking discussion forums 
combined with plenary sessions from shared services leads from the Cabinet 
Office, Hampshire County Council, John Lewis Partnership, Lloyds Bank, Shell, 
Smith & Nephew and Tarmac as well as Dave Mader who served as the Office of 
Management and Budget Controller for President Obama (in which he designed 
and led the first government-wide initiative to create a shared services strategy) 
to cover topics such as:

Deloitte Public Sector Shared Services Forum 2018

How to build and govern effective shared services operating models 
for the future

How to think and operate more like a digital organisation

New approaches to contracting with service providers

Next generation ERPs

How to create a user-centric approach to managing change 
programmes

Robotics: hype vs. reality
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Evening networking event | Wednesday 4 July | The Great Hall, The Castle, Winchester

19:00 Drinks reception 

19:30 Keynote speech
Dave Mader, Chief Strategy Officer for Civilian Sector, Deloitte Federal Consulting

19:50 Networking dinner 

21:45 - 22:30 Shuttle service to recommended Deloitte hotels
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Forum programme
Thursday 5 July

08:00 – 08:45 Registration and coffee

08:45 – 09:30 Welcome and introduction to market trends

Peter Moller, Deloitte

09:30 – 10:05 Plenary 1: A shared services strategy for government

• How UK Government managed to create a cross-government shared services strategy
• Creating a strategy fit for the future and how this differs from past approaches
• Implementation approach and the importance of the end user focus
• Becoming digital from the inside

Matthew Coats, Director General Implementation and Coordination and Head of Shared Services, Cabinet Office

10:05 – 10:40 Plenary 2: Enabling digital transformation at Hampshire

Hampshire County Council (HCC) has a well established shared services with its partners, Hampshire Constabulary, Hampshire Fire and Rescue 
Service, and Oxfordshire County Council. The shared service currently supports almost 100,000 users. Carolyn Williamson, Deputy Chief Executive & 
Director of Corporate Resources in HCC, will share the partnerships’ latest developments including:

• Innovations in the shared service enabled by robotic process automation and cloud technologies
• Developments in the shared services’ governance and controls
• Initiatives to change the behaviours and culture to foster an ethos of continuous improvement and a focus on customer service

Carolyn Williamson, Deputy Chief Executive & Director of Corporate Resources, Hampshire County Council

10:40 – 11:10 Break

11:10 – 11:50

Option 1 Option 2

Plenary 3: Getting a robotics project up and running and what are the 
required structures to scale up

• How Tarmac started its robotics journey
• From pilot to full scale robotics implementation
• How robotics was used as a tool to engage shared services teams 

and customers
• How Tarmac will scale this up and govern robotics across its 

organisation

Andrew Parris, Director of Shared Services, Tarmac

Digital Lab:

Digital disruption is here to stay, affecting almost every aspect of 
business. It presents new challenges and amplifies existing ones.

Deloitte’s Digital Lab provides an immersive experience for you to 
explore the impact of Digital disruption on your business and the 
implications for the future – people, processes and technology.

Ed Kiernan, Partner, Deloitte

Creating the Foundation for Next Generation Shared Services
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Forum programme
Thursday 5 July continued

11:50 – 12:30

Option 1 Option 2

Plenary 4: Transforming shared services to become a more agile and responsive business partner 
– the John Lewis story

The retail industry is undergoing significant and rapid change which is requiring retail giants such 
as John Lewis to transform its business and ways of operating end-to-end. In response to this – the 
shared services is evolving in order to get closer to the business and ultimately the end customer. 
During this session, Woody Ruane will share John Lewis shared services approach to becoming a 
more agile, and response business partner:

• The history of shared services in John Lewis and context for the move back to functional 
alignment

• Changing position of shared services – from back office to business partner
• The importance of E2E focus as an enabler of a more agile, and responsive service to the 

customer
• The role of enabling technology as a tool to support your customer interaction

Woody Ruane, Director of Finance Operations, John Lewis Partnership

Digital Lab: 

Digital disruption is here to stay, affecting 
almost every aspect of business. It presents 
new challenges and amplifies existing ones. 

Deloitte’s Digital Lab provides an immersive 
experience for you to explore the impact of 
Digital disruption on your business and the 
implications for the future – people, 
processes and technology.

Ed Kiernan, Partner, Deloitte

12:30 – 13:25 Lunch

13:25 – 14:05

Option 1 Option 2 Option 3

Plenary 5: The Shell GBS model and how it 
uses a global process ownership model to 
achieve optimised end to end processes

• The importance of organisation context in 
your GBS journey and how you achieve 
unity of vision, governance, and process

• The Shell model of GBS  - operating 
processes and control framework

• How the global process ownership model 
was developed and embedded to achieve 
strategic gains

• How is the organisation and global process 
ownership structure governed

• Why brand and positioning is key

George Connell, Vice President Finance & Data 
Operations Strategy, Shell

Breakout: ERPs and enabling technologies

• What will be the impact of the next 
generation of ERPs – what will be different 
and what do you need to do to prepare

• How do you evaluate the options?
• Why is data preparation key
• What skills do you need in the future to get

the most from these new technologies
• What are the enabling technologies you 

should have on your radar now

Matt Stallard, Director, Deloitte

Digital Lab: 

Digital disruption is here to stay, affecting 
almost every aspect of business. It presents 
new challenges and amplifies existing ones.

Deloitte’s Digital Lab provides an immersive 
experience for you to explore the impact of 
Digital disruption on your business and the 
implications for the future – people, 
processes and technology.

Ed Kiernan, Partner, Deloitte

Creating the Foundation for Next Generation Shared Services
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Forum programme
Thursday 5 July continued

14:05 – 14:40 Plenary 6: Supporting strategic business goals through the establishment of a Global Reporting CoE within GBS

Having previously outsourced its back office, Smith & Nephew is now in the process of bringing its suite of business services back in house into four 
captive, GBS centres. Initially, these centres will cover Finance, Customer Services, HR Support, Procurement, and IT Helpdesk but S&N see 
considerable potential to drive services more broadly (in areas such as Compliance and Quality Assurance) and deeply (in to higher value Finance 
and Business Insight).

Alongside the transformation of its transactional services, Smith and Nephew is also looking to transform its reporting delivery landscape using 
these regional hubs to enable significant improvements in the efficacy of its “retained’ business partnering functions. For John Ashworth, this 
provides a catalyst and backdrop for a transition from reporting information to providing genuine insight to support business growth priorities. 
During this session, John will cover:

• S&N’s current reporting and data landscape
• Its vision to move from reporting to genuine business insight
• How to development of an ‘insights’ driven culture and organisation
• Advice on how to get started on your own journey towards improved data and reporting

John Ashworth, Senior Vice President Finance Operations, Smith and Nephew

14:40 – 15:05 Break

15:05 – 15:40 Plenary 7: Lloyds Bank: Driving value in a shared services centre environment through robotics, analytics and a service excellence program

• Background to the 2014 service excellence programme
• How Lloyds won a ‘PR battle’ through enhanced management information and progressive analytics
• The concepts of daily huddles and visual management to improve overall service excellence
• How it positioned shared services for further growth – including provision of middle-office services 

Steve McKenna, Finance COO, Finance Business Services, Lloyds Bank

15:40 – 16:25 Panel discussion: Creating customer centric shared services organisations

• What are the future models that are emerging for shared services
• What is fuelling the focus on the customer and what does this mean in practice
• What are the technologies that can underpin a more customer-centric way of working

Panel:
• Peter Moller, Deloitte (Chair)
• John Ashworth, Smith and Nephew
• Matthew Coats, Cabinet Office
• Dave Mader, Deloitte Federal Consulting
• Carolyn Williamson, Hampshire County Council

16:25 – 16:30 Closing remarks

Creating the Foundation for Next Generation Shared Services
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Further details

Website For further information and to register, visit: www.deloitte.co.uk/publicsectorsharedservicesforum

General
information

The Deloitte Public Sector Shared Services forum and evening event, (including food and refreshments) are free of 
charge to invited delegates. 

Other costs such as travel, accommodation and general expenses are not included. 

Registration To register for the conference, visit www.deloitte.co.uk/publicsectorsharedservicesforum and complete the online 
registration form. 

Please note: All registrants will be subject to a review and approval process prior to any confirmation. 

Accommodation Overnight accommodation can be booked at a preferred hotel nearby. Hotels that have offered special rates have been 
listed below:

Mercure Winchester Wessex Hotel
Paternoster Row, Winchester SO23 9LQ 

• Please contact Cinzia Palopi directly (h6619-re@accor.com) to book.

Winchester Royal Hotel
St Peter's Street, Winchester SO23 8BS

• Please contact the reservations team (groups.winchester@sjhotels.co.uk) and quote WINC84006 to book. 

Double Tree Hilton Southampton
Bracken Pl, Chilworth, Southampton SO16 3RB 

• Please visit the hotel’s website or contact the hotel directly (023 8070 2700) and use code GDELB to book.

Although great effort has been taken to negotiate the lowest room rates possible we cannot guarantee that these rates 
are the lowest available and it is always wise to check online rates. We also only have a limited number of rooms at 
each hotel, so please book early to avoid disappointment. 

Location The Public Sector Shared Services Conference 2018 will take place on 5 July at The Castle, Winchester, S023 8UJ

The evening networking event will take place on 4 July in The Great Hall, The Castle, Winchester, S023 8UJ

Creating the Foundation for Next Generation Shared Services
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