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Global Delivery Model

Supporting 26 languages across 130 countries

Dublin,
Ireland
_ EMEA Thessaloniki,

Memphis, Greece @ ~2,400 Colleagues
Tennessee EMEA

USA Globally

Tampa,
Florida Dalian, Regional Colleague Presence
USA China o~
APAC: ~700
APAC
San Jose, EMEA: ~900
Costa Rica LATAM: ~500
LATAM .
North America /Canada: ~400
Core services supported by GBS -
Financial Services + Additionally, some GBS.
(e.g., Order to Cash, Stat. OTP) colleagues are located in
. the Northeast U.S. or co-
Sourcing

(e.g., Source to Pay) located with markets

or manufacturing sites
Transformation & PM they serve
Enterprise Services
(e.g., Meetings & Travel)
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GBS Journey

As our organization has evolved, from Financial Services to Global Business Services, as has our value proposition

With service excellence and controls at our
core, we have progressed from being a
lever for change to an accelerator of change

within the Enterprise

Administrator & Controller

Value to Business

* Emerging shared services with
cost / transaction focus

* Risk and Compliance focused

* Regional Approach

* Varying ERP Systems

* Non-standard processes

2012

Operational Excellence

Transactional Excellence

Emerging effectiveness — cycle time, EPM,
quality

Blended Finance model — governance &
knowledge

Emerging GBS (40-50%) with service focus

Expansion to Complex CoEs - Transfer Pricing,
FCPA Compliance, Leases, Statutory Reporting,
Pension, External Reporting support

Great Place to Work Culture

2017

Expert & Business Partnership

Partner and value focused

Focus on bringing business insight via
Enterprise Management/Business Intelligence

Evolution from Financial Services to Global
Business Services

GBS+COE (60%) — services, effectiveness, &
value

Leading the digital race (300+ automations)
Sustained Great Place to Work Culture

100% of Pfizer revenue on two ERP system
(SAP and JDE) with 95% on SAP

_

__ g

v

2019

Catalyst for Enterprise Change

Agility, value, AND ongoing cost excellence
Matured Global Process Ownership

Capabilities focus beyond Enterprise
Management/Business Intelligence

Lean Service Delivery, strategically focused

Lead disruptive innovation through
partnership & technology

Integrated & aligned organizations, GBS >80%

Incubator for talent & dynamic leaders of the
future

The Finance to GBS Journey developing expertise, building agility and leveraging new technology to be a strategic & innovative partner
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Key Roles of The Center Office

Execution is table stakes. GBS leaders must evolve with corporate strategies, whereby transformation, shareholder value
and experience take center stage

@ Corporate Consumer Experience Owner

A world class internal customer experience and culture grounded in trust allows
employees to focus on what made the company great

Siloed decisions
and tactics can

Corporate Consumer Experience
miss
opportunities to

Channels ‘ Op Model ' Technology
improve growth,

1
1
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1 SSO touches a
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efficiency, and | Global Process Execution
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I As such it can
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Capabilities as a Service

returns across the and Ownership

Recruit to Retire

@ compa ny's whole Order to Cash, Record to Report the most
value-creation Marketing, Research, and Intelligence Services @ @ id d
widesprea
t Industry Specific Operations (e.g., Customer Service, Claims) Program Knowledge &  Reporting, Process Intelligent Change L. P
system . Management Content lytics, & I & A ion pos|t|ve Cha nge
IT Services & Transition Management  Data Quality  Continuous & Training
Management Improvement

Source to Pay

Other (e.g., Legal, Sales Operations)

e mmmm @) () ChicfOpErator NSRRI Delivery Model Strategist IR S |
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Accelerating
Growth

Corporate

Consumer Strengthening
Culture

Experience

Owner

A world-class SSO is relentlessly
customer-centric, putting trust at the
heart of relationships.

Why trust? Trust is at the center of
behavior change, leading to a strong
culture and ultimately growth.




Corporate Consumer Experience

The experience of users of internal services is often overlook. Yet 20% or more of an employee’s time can be spent
navigating and interacting with enabling parts of their own company. The GBS leader should diligently own the Corporate
Consumer Experience

@ . Business Partner @ Corporate Consumer Experience Owner

A world class internal customer experience and culture grounded in trust allows
employees to focus on what made the company great

c

l l What tools / techniques are in l .g

How are customer How is issue resolution place to share knowledge g
relationships managed? managed? across agents or employees of )

. 5 (=4

) ) the shared services centers ) @

What type of internal What is the user interface g

C>Q Which best describes insight ) . ) 2
. . customer analytics are utilized with customers of the o
into customer perceptions? ) ]
performed? shared services center? ©

— _J — _J — _J o

What best describes the level

of User Centric Design and/or

Personalization leveraged by
the Organization?

How do internal / external
customers interact when there
are issues or questions?

©® O

@
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When trust is high, employees exhibit..

Trustis at the heart (<) I R e D

Of behaVIOr Change) 3.6X more likely to feel motivated to work for their employer
focusing not only on

the current state, but

1.4x morelikely to learn new skills on their own to improve work at their employer

d I SO ONna Ct | ona b I e 1.4)( more likely to optimize how work gets done at their employer
ways to...
(
STRENGTHEN
CULTURE 509% less likely to look for a new job

(@ REDUCED ABSENTEEISM

1 .3)( more likely to show up to work on time
Sources: Deloitte TrustID™ Workforce Survey, October 2021 (n=5,000)
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A Future State Optimized Consumer Experience

Performance discrepancies and lack of trust is managed by providing a customer first experience with visibility across all
service cases with consistent reporting on case management KPIs and related operational metrics

App Workflow and Artificial Performance ) Virtual
) ) ) Mobile Portals
Development Integration Intelligence Analytics Agents

Head
|4 of GBS
Global Business Services D 1 !
= Global " "~ D e | T T T Tt T T [ [ [ S
[ p | IT o Workplace O Customer O HR i Procurement : | Finance & : | Risk, Legal & 0 g Supply Chain : /‘\ Customers
£ SRS | 1! 1! Service 1! 1! 1! Accounting 1 ' Compliance ! 1 8 3
g’o owners | P ! ! 0! i i ' i o
o e ' ' ' bRt ' ' . IR
N o Hire to Retire S
E ! 1! 0l 1! 1! [ 1! 1! | = g
4 O s B
N Vo Order to Cash 20
- © i i i i i i i i ©
v N 2 O 1 1 ] [ ] [ ) |l ] r_“ ‘
- 2 Yo Procure to Pay 5 |
i i e ! ' ! ! ! ' ! ! B
< @) : c
Workt N Ve X ¥ ¥ Idea tolPortfollo 3 Ve
orkforce . servicenow. | e . ) — Suppliers
= A pzure WS D N, 11 workday, S e \/
8 '-) splunk> : P SuccessFactors
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S e
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Steward of :

Driving Spearheading
Value Sustainability Execution
Creation

Accelerating
Growth

A world-class SSO recognizes the
interconnectedness of value systems
and the SSO’s role therein.

Outcomes, not tactics, affect success!
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Steward of Value Creation

As a Steward of Value Creation, the GBS leader recognizes their organization’s role in affecting outcomes defined by
executives and their GPOs

Hatal @ Business Partner @ Corporate Consumer Experience Owner

Does the organization have a ) c
How are value streams L What is the extent of process o
Siloed decisions ) method to ensure realization ) =]
defined? i ) review? ©
and tactics can of benefit from investment? £
miss _/ —/ —/ §
o =
F)pportunlt|es e . . l Which best describes the l =
improve growth To what degree have processes Which best describes the e
. ’ . approach to create and =
efficiency, and delivered by the Center(s) approach to performance . e
. 5 5 manage policies and o
returns across the been standardized globally* management: q 5 -
@ company's whole _J procedures: _/ -
value-creation §
@ system Which best describes the Does the organization have
approach to incentivizing process and technology
service levels? change governance in place? e o o @
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Siloed decisions and
tactics can miss
opportunities to
iImprove growth,

efficiency, anc
returns across the
company's whole
value-creation
system
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ON

Traditionally Shared Services Organizations have
looked at improving returns by increasing

cost efficiency

However, the SSO can impact broader value
systems creating returns multiples higher than ool
eliminating 1 FTE through efficiency

71.6)( higher return when working
capital is increased by 1% by improving
processes such as payable / receivable
management etc.

@ Customer/Social/Public

24.6)( higher return when workplace

injuries are reduced by 1% by improving
working conditions through training,
procured ergonomics equipment and
workplace safety equipment

39.5)( higher return when employee
turnover is reduced by 1% by improving
work environment, incentives, policies,
job satisfaction etc.

Environmental

0.5X higher when environmental cost

of employee car emissions is reduced by
1% by implementing schemes such as
shared transport, or hybrid work
arrangements.

Source: Deloitte Estimates based on publicly available data
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SSO at the Heart of the Interconnected Value System

Like no other organization, SSOs participate across full range of stakeholders where they can create sustainable value

DELOITTE SUSTAINABLE VALUE OF AP ™ (TOP LEVELS)

reholder Value
STAKEHOLDER VALUE * Drive growth, margins and asset deployment across the organization

* Build organization competencies and technology platforms that will

Revenue Growth Operating Margins Asset Efficiency Expectations drive long-term value creation (and market valuations)

PROPERTY, * Integrate and guide purpose, strategy, and risk management across
INCOME 2 RECEIVABLES | COMPANY EXTERNAL the organization
ROLUIE FrE m €0s/coGSs TAXES equmment | ™NVENTORY | ‘& pavasies | strenaTHs | FacTORs &
* Develop value-creating trust across stakeholders — employees,

customers, vendors/partners, society, and capital markets
(. J

p
EMPLOYEE VALUE Emp|oyee Value
Employee Returns * Drive development of organization and talent models that support

organization-wide strategy

PAY, BENEFITS, EXPERIENCE & EQUITY, PURPOSE & « Develop/depl talent iti d tices that build
CAPABILITY, SKILLS & EXPERIENCE TIME & EFFORT p/aeploy core talent propositions and practices that bul
OWNERSHIP DEVELOPMENT BELONGING _ _ employee ROI, commitment, and trust
Customer/Social/Public Value
CUSTOMER/SOCIAL/PUBLIC VALUE

* Drive development of corporate customer experience strategies that

Vs

Customer & Societal Returns Citizen Assets Infrastructure Assets align with corporate strategy
» Develop and deploy core propositions and practices that build
pRODUCTs  AUNANE e & e DATA & RESPECT & HEALTH & HUMAN ROADS,RAIL,  COMMERCIAL/  EDUCATION oetome 2R3 |gya}lty e e P
&SERVICES  obve obMIENT PAID PRIVACY TRANSPARENCY SAFETY RIGHTS PORTS & BRIDGES ~ LEGAL SYSTEMS SYSTEMS ’ ’

* Drive development of cross-business value propositions for
communities/society across markets

ENVIRONMENTAL VALUE Environmental Value

Environmental Returns Resource Assets Climate Assets * Drive identification of sustainability/environment-relate
opportunities and risks
SUSTAINABLE BEAUTIFUL & . L . L .
ECOSYSTEMS & HABITABLE AIR & WATER F'-ég&% MAJI‘IE"‘}:QES & BIODIVERSITY HABITATS TE%‘E&?;H_:‘(E & WEATHER * Identify cross-organization opportunities to minimize negative
BIODIVERSITY WORLD environmental impacts and optimize energy/resource consumption

SUSTAINABLE
RESOURCES

For a discussion of how companies can drive sustainable value through their capital programs and performance measurement systems, please see
A new value system: Why a multi-stakeholder view of value creation can lead to sustainable, long-term value for everyone

Copyright © 2024 Deloitte Development LLC. All rights reserved.



Performance Heat Maps

Company 1 has plans to reinvest profits into its growing portfolio, further bolstering its long-term growth story as the
company is expecting volumes to recover in Europe as retailer disruptions are resolved. The company is positioned to

gain from newly acquired brands and key brand white space opportunities across the globe.

Metrics (Last 12 Months)

Company 1
Company 2
Company 3
Company 4
Company 5

Copyright © 2024 Deloitte Development LLC. All rights reserved.

Legend (Ranking out of 11)

I Top Tier (15t - 4th)

Mid Tier (5th — 8th)

B sottom Tier (9th — 11th)

TSR

-9.8
-6.7
2.6
7.4
5.1

Growth Profitability Returns Asset TO Working Capital Leverage
0 » 0 A » 0 A AP 2 Deh
0 ROZ RO A P U A Da Da D3 DA

8.4 19.9 63.3 19.8 1.0 8 C 31 65 131 -35 2.9x

8.3 : 15.2 1.0 10.6 14.8 0.8x 3.5x 21 73 17 2.6x

3.9 211 43.1 8 21.0 36.6 1.2x 4.2x 32 0 2.2x

5.8 18.4 67.4 16.9 1.3 10.0 13.8 0.6 5.1x 31 59 113 -24

4.2 25.9 56.1 21.2 0.4 21.0 26.9 0.9x 26 : 48 1.8x

3.6 21.1 0.8 : : 0.9x 3.6x 8 57 93 1

2.3 22.7 : 12.0 0.5 8 C 3.9x 30 75 90 16 2.7x

0 19.4 54.7 8 12.1 16.5 0.7x 0 125 0

4.3 46.3 8 0.9 13.2 20.6 0.9x 3.7x 52 97 -1 2.6x
26.5 51.9 24.8 15.8 23.1 0.7x 3.6x 24 61 125 -40 1.6x
18.3 59.0 22.2 1.5 12.7 18.9 0.8x 5.7x 28 58 113 -28 2.7x

Source: S&P Capital 1Q, Deloitte Analysis; Cost classification differences for COGS and SGA may exist among companies
TSR represents 1-year return as of closing price on 8/23/2023; Blank is data NA
PEP and ULVR’s LTM AR and AP days assumed = to LFY

The Growth=Qf The GBS Leader Role
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Example Mapping of Value Levers to GBS Priorities
Company 1 chose to focus on affecting Receivables, Logistics and broader SG&A by expanding adding capabilities and

augmenting their services portfolio

Enterprise Value

Revenue Growth

Price

Operating Margin (after taxes)

Selling, General, &

Cost of Sales / Cost of

Income

Asset Efficiency

PP&E

Receivables

& Payables

Expectations

Company

Strengths

External

Factors

Realization Administrative (SG&A) Goods Sold (COGS) Taxes
I I ] | | | | I I ]
Retain and Leverage Improve Improve Improve Im.pr.ove Imorove Improve Improve Improve Improve Improve
. Income- Strengthen Customer Corporate / Development & Logistics & P Improve PP&E P Receivables & | | Governance & P R Environmental
Acquire New Customers Grow Current . o . . ) Service Income Tax . Inventory Execution .
i — Generating Pricing Interaction Shared Services Production Provision Efficienc Efficiency Efficienc Payables Management Capabilities & Social
Assets Efficiency Efficiency Efficiency Efficiency v ¥ Efficiency Effectiveness P Sustainability
I 11 ﬁ ccounts,
Product D ﬂ ’ Operational
Marketing & rodu.c & Account Cash/Asset emand & Marketing & IT, Telecom, & Product ogistics & Income Tax Real Estate & " Notes & perationa Environmental
Service Supply L X e Finished Goods Governance Excellence / L
Sales . Management Management Advertising Networking Development Distribution Management Infrastructure Interest . Sustainability
Innovation Management . Resiliency
|__Receivable |
a’ X Accounts,
Cross-Sell/ Price Equipment & el Notes & Business Partnership & Social
L Sales Real Estate Materials Merchandising quip Process & Raw . p O
Up-Sell Optimization Systems . Interest Planning Collaboration Sustainability
Materials
|ﬂ Payable
Customer Human Program Relationship
Retention Service & Production Service Delivery g Strength /
Resources Delivery
Support Brand
Order Business -
Fulfillment & Procurement Performance :I\s)'(l:;:/l:‘
Billing Management ¥
ﬁ Focus are for GBS
Business i
Strategic Assets
Management
Outside in-view of Inside-out view of F
priority areas for Co #1 current/future E Talent &
Management Culture

Copyright © 2024 Deloitte Development LLC. All rights reserved.
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Leader of — ——
. riving pearheading / i# >N\~
“ X <3 i )
at Scale | TS 2 ./‘%
Accelerating : NSt Za ‘
_ /4
Growth ‘@(

A world-class SSO is equipped with
capabilities utilized to not only
transform the processes they deliver at
scale, but equally utilized to drive
sustained change in the rest of the
organization.
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Leader of Transformation at Scale
GBS is the most efficient and effective organization to drive transformation and insight at scale. The GBS leader must
methodically build capabilities into the organization that drive the targeted outcomes

N @ Corporate Consumer Experience Owner

How are Continuous j ) j What is the extent of the j c
How are improvement . . . o
Improvement (Cl) efforts . application of agile project =]
. opportunities funded? ©
coordinated? management? £
S
— — — — — — SSO touches a O
j j j vast swath of %
How developed are data To what extent are automated How developed are the the procgsses. =
analytics capabilities? processes used? Organization's capabilities? As such it can S
affect some of 5
@ ~— —/ ~ —/ ~ —/ the most )
@ widespread o

ositive change

To what degree is the Digital How well is the Shared . B
Strategy defined? Services utilizing Al? e o o

@
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Next Gen Shared
Services
Organizations are
capitalizing data,
digital and Al
capability to
transform what they
do and how they do
it, and unlock
significant value to
the business

Copyright © 2024 Deloitte Development LLC. All rights reserved.

SS0Os have evolved from being cost centers to value
centers by becoming digital capability hubs responsible
for driving organization wide transformations

(@ Al and Automation Hub

Zo(y Efficiency improvements can be delivered by Al and Automation Hubs
> O operated from the SSOs

'©

3 Improvement in customer satisfaction when service is personalized
X powered by personalized insights and Self-Support (e.g., chatbot)

Data, Analytics, and Insights Hub

5 ROl on ESG initiatives delivered by Shared Services through holistic data
X governance and digital strategy

Source: Deloitte Shared Services & Outsourcing Survey 2023
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Interacting with GPOs

GPOs are a key part of the transformation equation. They must work hand in hand with the shared services continuous

improvement team

Proposed Cadence: quarterly

Proposed Cadence: weekly

Proposed Cadence: weekly

GPO connects with the Functional Leaders across
e Operational process needs

* Process strategy

* Functional performance dashboards

GPO connects with the Shared Services Organization:
* PMO & Change

* Transformation & Planning

* Customer Relationship Management & Governance

GPO connects with the Shared Services Lead across
* Process standup

* KPls and Performance Management

* Operations Innovation

? Functional Leaders

? Shared Service Org.

Credit Collections
& Cash Apps

Disbursements

CFO
? Shared Service Lead

- *|  Global Process Owner (GPO) [« - s2p i i Q2¢ i
: /’ 4 4 4 i Sourcing E i Sales & Sales Ops E
l | | 1 i 1l 1
| S ! !  —— ¥ |
L 4 . | p nv0|c.e . Pricing / Invoicing !

IT Data Lake Compliance R2R ! R :: !

GPO connects with IT on:

* Digital tool selection

* System implementations
* Digital innovation

* Boundary systems

GPO connects with Data Lake
/ Reporting on:

* Performance Management
* Data flows

* Enterprise tools

GPO connects with

Compliance on:

* Functional and statutory
compliance needs

* Regulatory environments

GPO connects with R2R Lead
on:

*  Monthly close

* Reporting process & tools

GPO connects with Strategic

(Process) Stakeholders on:

* End-to-end strategies and
performance management

Proposed Cadence: quarterly

Copyright © 2024 Deloitte Development LLC. All rights reserved.

Proposed Cadence: quarterly

Proposed Cadence: quarterly

Proposed Cadence: monthly

Proposed Cadence: weekly




Organizing Around Capabilities as a Service
Capabilities required to serve the organization will vary based on the outcomes sought and the group being served. The
most commonly sought capability is automation and now Al

Scoping & Intake
Process Alignment
Enabling Technology
Economics

Service Mgmt.

Employee, Supplier, Customer, HCPs, and other Stakeholders

GS Customer/Employee Experience

Business Enabling Capabilities

Others (Marketing / Sales Ops, Fleet) Learning Design & Admin Business Continuity Plan

Contact Center / One Help Command Center Scope Mgmt.

Infrastructure / GS Foundation

Delivery Control (GPO/GEO, Site Ops, BPO Mgmt.) Cl & Innovation

Risk Mgmt. and Compliance Program and Portfolio Mgmt.

Key Enablers

Talent, GS Strategy, Funding

Copyright © 2024 Deloitte Development LLC. All rights reserved.

Sectors & Global

Functions Business Engagement Integrated Service Management Common Intake Model Functions
Finance Procurement Customer to Cash Strategy and Business Services Medical Pharma
Devices
Enterprise SBS Mgmt. Change Management & Comms
Source to Pay (incl. T&E) (@
Digital and Data Solutions
HR Others Recruit to Retire (incl. Payroll) Functions
(R&D, Commercial, Data Reporting &
Supply Chain, etc.) i ini 0
Record to Report Enterprise 1A Process Mining Analytics and BI
Commercial (Strategic Customer Group)
Key Interactions Key Interactions

Incubation & Innovation
Segment Alignment
Ownership Model
Outcome Measurement
Capabilities Support

Consulting Services

The Growth-Qf The GBS Leader Role
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The Why, What and How

OUR SHARED PURPOSE
Pfizer Purpose Blueprint Breakthroughs that
change patients’ lives
WHY . .
. Changing Lives, Together
The value we strive ging » 108
to deliver Together, F&GBS accelerates solutions so that as an
organization, we can change patients’ lives
WHAT
What we offer and
deliver
HOW Accelerate optimized & compliant Customer centricity Momentum for growth

solutions

Proactive outreach Opportunity for meaningful work

How we work

Centralized expertise Expertise in transformation Advance DE&I

Continuous improvement & integrity

= 1Tt

Courage Equity Excellence




Learn More By Downloading The Global Services Transformation (GST) App!
Interested in learning more on this topic and our speaker? If so, check out the GST App and you can find
many more relevant articles on the latest thought leadership in Al, GBS trends, talent, and much more!

Deloitte.
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For this article and

more, download the
GST Mobile App on the

US Apple Store or
US Google Play:

I

Kort Syverson

Principal and Practice Lead,
Global Business Services &
Location Strategy
Google Play Apple Store
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