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1.0 Scope of our services

This document describes the Accenture HR Transformation and HR shared Services cloud
offering and should be read in conjunction with the associated G-Cloud 15 Services
documentation.

The scope of our offering covers the organisation design and operating model requirements
to maximise the implementation of cloud-based HR strategies and technologies. It includes
both setting up of the HR shared service but also support in defining changes required to
retained functions. It provides both client side support as well as support to system
implementation of HR ERP systems (including Oracle, SAP, and Workday)

Organisations that are future ready are able to act quickly. With intelligence, insight, and
confidence they can anticipate changes in the competitive and customer landscape. We are
therefore seeing a call for change in HR, to move from a transactional centre to intelligent
operations.

These future-ready enterprises take three steps toward intelligent operations.

Create a data-driven culture that enables agility

Elevate human talent through technological innovation

Collaborate across business and technology functions

Analysis, design and delivery of automation, RPA, and Atrtificial Intelligence (Al).

Some of the questions our clients are asking:

o What does the journey to intelligent operations look like?

e What are the key improvements required in the current shared service model to
became intelligent?
How do we show industry benchmarks and the case for change?

o What are the different service delivery options that suit our organisational
requirements?

o How do we segment customer by channels to create a seamless employee
experience?
How do we automate and make tier 1 efficient and effective?

e How do we make a shift in how we deliver through use of Al and other emerging
technologies?

o What services should be delivered by a specialist vs a generalist in service delivery

model?

What are new skills are required to manage the HR Shared Service of the Future?

How do we manage the problem of workforce displacement?

What are the headcount benchmarks for offshore HR shared service teams?

How do we ensure continuous improvement and quality management in services

delivered?

What processes are required to manage day to day HRSS operations?

¢ What are the benchmarked SLAs for HR processes?

We partner with clients to re-imagine their business and drive growth through modernizing
their HR operations by:

e Reimagining the HR Service Delivery journey through use of cloud-based
approaches.

o Co-creating the HR Service Delivery strategy, value proposition and scope (including
user centric processes and operational processes for the service centre) based on
cloud enabled technologies.
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¢ Defining the HR Service delivery model (including cloud ERP such as SAP, Oracle,
Workday and other technologies such as ServiceNow, Salesforce and RPA/AI).

o Defining the HR Shared Service organisation design (including the detailed role
descriptions, organisation structure and model, KPI's and SLA’s to be applied) for a

cloud enabled new HR operating model.

e Defining the HR service & operations management to maximise the benefit from the
cloud technologies implemented.

e Supporting the delivery of new and improved HR operations through client
side/advisory support or as part of a system implementation programme.
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Figure 1: Components of effective HR delivery

Creating Digital distinctive capabilities

A cloud enabled Service Delivery Model is anchored on consumer/employee expectations—
ensuring interactions are personal and relevant, intuitive, and accessible on demand. It is
supported by our service delivery model that coordinates multiple processes and systems
across a full array of digital and physical channels, providing the right balance of hi-tech and
hi-touch channels.

The scope of our support for a cloud enabled HR transformation and shared service
operating includes strategy through to design and implementation of:

¢ Cloud enabled operating model design for HR including service deliver, HRBP,
leadership and new centres of excellence.

e Cloud technology enabled HR processes supported through Al.
e Cloud enabled HR analytics.

¢ New HR roles and responsibilities in the HR operating model to maximise the use of
new cloud, Al (from conversational, Cognitive, and Agentic) and other technologies in
HR.

e End-to-end HR cloud enables process (from recruitment through to on-boarding,
learning, performance management, reward, transfers/movers and leaving) based on
ERP ‘out of the box’ solutions as well as user centric design.

Figure 2 considers all the aspects we support in a cloud transformation of HR services.

Accenture 2 Copyright © 2026 Accenture. All rights reserved.



@)

N

CLOUD &

HYBRID CLOUD

+ Software as a Service
+Infra as a Service

« Platform as a Service
+ Cloud Computing

EMPLOYEE PORTAL

- Self-service
» Webcasts, podcasts
+ Pulse Surveys

- Single source of Data |

MOBILE

+ Natively Mobile
+ Micro Learning
« Self Service

« Full Spectrum

VIDEO

+ Learning

+ Recruitment

« Working Model
+ Sharing

HR ANALYTICS

+ Big Data & Data Lake
+ Balance Scorecard

+ Predictive analytics

« Prescriptive Analytics
+ What if & Forecasting

=)

loT & Connected
Enterprise

+ Connected
Employee

+ Employee Aura

» Smart Wearables,
Sensors & Trackers

)
2/

SOCIAL &
COLLABORATION

- Social Learning

+ Crowdsourcing

« Task management
+ Alumni & Networks

Augmented/ Virtual
Reality

+ Immersion
techniques

+ Onboarding &
Recruitment

+ Safety Training

®

ARTIFICIAL
INTELLIGENCE

- Conversational Al
Cognitive Al

- Machine Learning
» Natural Language
Proc

Gamification

- Points/
Leaderboards

= Non-monetary

» Monetary Rewards
» Spaced Learning

- Skill Assessment

SAP SuccessFactorsO |

RPA & CHATBOTS
= Automation

- Machine Learning
- Virtual Assistant

- Speech & Gestures
» Sentiment Analysis

@

Blockchain

- Several HR implications

- Disintermediation
= Transparency

» Accuracy, Speed &
Trust

Figure 2: Technology components of an effective HR delivery model

Transforming HR Shared Service (HRSS) workforce capability in a cloud environment

requires:

e Innovation driven mindset - provides inspiring innovation-driven culture.
Market relevant rewards - market value-based rewards.
o Market relevant roles - meaningful career roles reflect the changing market context
e.g. Analytics COE.
o Inspiring career opportunities - there is greater flexibility for our employees to pursue

a career of their choice and progress at their pace.
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Figure 3: Delivering employee meaningful careers in HR shared services
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2.0 Approach

When approaching an HR Shared Services transformation, our approach is based on 3
pillars:

Placing the people at the heart of design
We always lead our design with people in mind, allowing process and technology to follow.

With expert facilitation to challenge thinking beyond the probable, we take an interactive and
creative approach that disrupts predictable thinking

Involving the organisation

We adopt design-led transformation, putting transparency and co-design at the centre. We
involve employees throughout the process and research the latest trends, industry examples
and technologies, connecting to experts both within and outside Accenture.

Shaping the outcome

We aim to create a solution that delights employees and meets their needs. We commit to
turn the vision into reality by aligning on a clear set of ideas and priority areas to take
forward.

CONTENT

CONVERSATION DESIGN CURATION
SERVICE DESIGN CONTINUOUS

EMPLOYEE FEEDBACK

EXPERIENCES.

DELIVERED.
CONTINUOUS
DEVELOPMENT OPEN FLEXIBLE

ARCHITECTURE

ACTIVE MANAGEMENT
OF Al TECHNOLOGY

Figure 4: Components of leading-edge HR operations

Our specific approach consists of the following stages

We have a proven method to assessing and determining the approach to a cloud enabled
HR transformation as shown below. This is based on a proven approach and Method One
(our end-to-end approach to reinventing services across an organisation through the use of
improved and new technologies along with definition of new roles, organisational structures
all implemented through effective business change). Method One brings both the human
aspects, processes, and technology together to create 360-degree value (which looks at
value from six lenses of financial, experience, talent, inclusion and diversity, sustainability
and drivers specific to each client). Our HR Transformation approach refines Method One
across Below (in figure 5.) we cover, at a high level, the components of the Intelligent
Business Services/GBS approach.
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Figure 5: Accenture’s five phases to implementing cloud enabled Intelligent HR operations

This approach is embedded into Method One and ensures that we are collaborating

effectively in multidisciplinary teams, getting different perspectives, and generating bigger
and bolder ideas. We believe Method One leads to an improved end-to-end cloud enabled
transformation, whilst placing the user at the centre of a project.

Accenture has a suite of tools to help your HR organisation move from a transactional centre
to intelligent operations. As part of broader process, technology, organisation and change,
we bring expertise in:

Location Assessment — to identify the best areas for the value hubs to be located.
Voice of Customer Survey — to clarify the challenges and what would make a great
customer experience.

Shared Service Health Check — to identify the strengths and areas of improvement

for the function.

Contact Centre of Future — to transform from cost centres to value hubs.

If required, we can also assist in the delivery of outsourced (BPO) HR services to cover the
full end-to-end HR lifecycle. This is all based on cloud enabled processes and supported by
cloud technologies.

Accenture
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3.0 Benefits of our approach

The positive features of our cloud enabled HR transformation approach includes:

Accelerated implementation timescales and speedier benefit realisation.

Positive experience across employees, HR and Business.

Talent who understands digital and process.

Creating a mindset and culture of innovation.

Leveraging Al, automation and machine learning to drive efficiency and experience.

We have 30+ years of experience in both shared services and BPO, working with more than
850 clients around the world to transform and modernise their operations. We have
transformed 95,000+ roles to high-value business-outcome focused roles, deploying over
30,000 automation solutions and saving more than 145m hours of productivity per year.
These implementations include cloud-based strategies that allow us to bring learning and
knowledge to our clients.

Our operations teams deliver HR shared services and bring this knowledge to internal
customer implementations. They have generated 3-4x business value for our clients, with
$40B+ balance sheet impact, and $21B+ P&L impact. We help buy $400,000,000,000 in
parts, supplies, materials and energy for our clients — that’s more than the GDP of half of the
world’s countries combined. Our teams and technology resolve 300 million customer
inquiries for our clients each year. We truly know how to improve HR services.

Particularly relevant to intelligent business services initiatives, our expertise in delivering
solutions from a BPO perspective relates directly to a shared service operation. This
conmbines organisation, people, technology, process and governance changes, which
ultimately impact how the operation will function. The benefits of our cloud enabled
approach, which embeds change as part of delivery, includes:

o The concept of delivering ‘brilliant basics’ based on proven out-of-the-box processes
and technology configurations. Combined with user centric design, this helps deliver
90% adoption and significant efficiencies of up to 45%;

3-4X**

Next level of

process & data Business
standardisation -~ —-r—r———y Outcomes
. || 10-18%*
3 | Intelligent Operations
8 | | Automation, Analytics, !
& | Al +Data 10-15%* 1 o,
21 Brilliant Basics o 25-45%
é Harmonised and 1
m 10 25%* Centralised Processes,
= Operations Maturity
Optimised Location
Global Locations

* Labour costs
=* Business Qutcomes (3-4 times labour costs)

Capability maturity
Figure 6: Typical benefits achieved through our shared service approach
e By leveraging behavioural science alongside a validated cloud change methodology
and comprehensive toolset—including Transformation GPS, which draws upon over

five million data points to map the HR change journey and determine necessary
interventions for successful transformation, as well as the Change Management
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Accenture

Platform, which facilitates team collaboration and enables efficient management and
updating of change components based on real-time feedback and analysis—
organizations can effectively drive and sustain transformational change.

Deep expertise in cloud technologies SAP (S/4 Hana, SuccessFactors, Ariba),
Oracle, Workday and Microsoft to allow us to design, build, configure and implement
the best solution to specific needs.

The ability, if required, to provide BPS support to specific client situations, and/or
bring the SynOps (end-to-end Al enabled approach to support tiered HR service
delivery) platform to an internal transformation.

Delivery of NPS and user satisfaction scores to over 90%.

Support provided by functional shared service experts; and

Deep knowledge of public sector regulations and standards (GDS/CSHR etc).
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4.0

Assets and tools

We have several assets and tools that both help the design of effective cloud enabled HR
operations and shared service, as well as accelerate and ensure improved adoption of new

service models.

These tools and techniques vary from proprietary approaches such as Prime Value Chain
analysis which helps identify process improvements aligned to what ERP systems can

deliver, through to our comprehensive suite of change management approaches. Figure 8
shows a sample of our assets.
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Il |
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Figure 7: Prime Value Chain

Change Management

Platform

Accenture’s CM Platform consolidates all
change management deliverables into one,
integrated platform, alleviating some of the
most commeon challenges organisations
face during transformations and enables
leaders to focus on what matters most,
helping their people through the change.

Future Talent
Platform
Inspired by digital trends, Accenture
reimagined the learning experience for
today’s tech-savvy learner. A fast,
scalable approach to learning enable
the workforce’s reskilling journey
quickly and at scale.

Culture DNA

The Culture DNA assessment contains
eight culture elements that drive key
organisational outcomes. Different
combinations of the elements drive
different outcomes, and the 386-
question survey can be customised
depending on client context.

cognician

Cognician is a web based e-Learning
experience platform, enabling digital
coaching. The platforms are
customisable, social, gamified, mobile,
insightful and simple, and are used to
target the challenges experienced by
the workforce of the future.

Figure 8: Sample of Accenture’s assets

Culture MRI

Culture MRI scans organisational culture
in a no-touch way. It is an Al enabled
validated innovative analytic assessment,
leveraging  machine learning and
unstructured information, to provide an
assessment of organisational culture from
both internal and external perspective.

—

walk@®

WalkMe is a cloud-based digital
adoption platform that drives users to
action as they use online applications.
It provides comprehensive step-by-
step guidance without requiring users
to leave the screen.
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Figure 9: The move to Intelligent Operations supported by cloud technologies

Equally we work with different partners (such as SAP, Oracle, Workday) and have tailored
our offerings through MyConcerto, to deliver Healthcare and Public Service ready processes
and models of operation for HR.

Accenture
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5.0 Pricing

Please refer to the associated pricing document/ rate card relevant for this service.
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6.0 Contacts

Email: UK. TenderMonitoring@accenture.com

Telephone: +44 (0) 20 7844 4444
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7.0 About Accenture

Accenture is a leading global professional services company that helps the world’s leading
businesses, governments and other organisations build their digital core, optimise their operations,
accelerate revenue growth and enhance citizen services—creating tangible value at speed and scale.
We are a talent- and innovation-led company with approximately 799,420 people serving clients in
more than 120 countries. Technology is at the core of change today, and we are one of the world’s
leaders in helping drive that change, with strong ecosystem relationships. We combine our strength in
technology and leadership in cloud, data and Al with unmatched industry experience, functional
expertise and global delivery capability. We are uniquely able to deliver tangible outcomes because of
our broad range of services, solutions and assets across Strategy & Consulting, Technology,
Operations, Industry X and Song. These capabilities, together with our culture of shared success and
commitment to creating 360° value, enable us to help our clients reinvent and build trusted, lasting
relationships. We measure our success by the 360° value we create for our clients, each other, our
shareholders, partners and communities
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