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Executive Summary

ACCA, Zhongxing New Cloud and the XNAI jointly 
conducted a research in 2020 on shared services in China, 
in an effort to identify operational maturity of shared 
services centers (SSCs) and new development trends in a 
digitized future. A total of 357 questionnaires have been 
collected, of which 289 are valid. The joint research group 
also conducted 11 in-depth online interviews, four virtual 
closed-door roundtable discussions, and one high-level 
closed-door offline seminar to solicit qualitative data. 
Through intensive communication with executives from 
more than 40 excellent centers, the study not only collected 
best practices of SSCs and their digital transformation, 
serving as a reference for organizations to build up high-
performing SSCs, but also explored the potentials of sharing 
financial services in the future, blazing a trail towards digital 
transformation in finance. 

The survey highlights the following points worth noting 
when developing shared services in China: 

1. SSCs are growing exponentially

Shared services are developing very fast in China. By the 
end of 2020, the number of SSCs in China had exceeded 
1,000. In the survey, 71.28% of businesses had their 
SSCs set up over the past five years, suggesting that the 
shared service delivery model has been well received and 
deployed in Chinese firms in an effort to improve financial 
management towards digital transformation.

2. SSC’s strategic layout, location and business scope are 
similar to that in a 2018 survey

The results of this report are very similar to the 2018 Survey 
Report on China’s Shared Services (hereinafter, “The 
2018 Survey”). In terms of strategic structure, most of the 
Chinese SSCs adopt the single-center mode. In terms of 
city of choice, businesses still prefer Beijing, Shanghai, 
Guangzhou and Shenzhen while some emerging first-tier 
cities like Xi’an, Wuhan and Chengdu are becoming more 
and more popular. Lastly, in terms of scope of service, the 
majority of SSCs provide services for the Chinese mainland. 

3. SSC operational maturity on average is improving

This report employs the FSSCMM® model to assess the 
operational maturity of SSCs in the surveyed companies, 
and finds that the average score has risen to 64.37 (out 
of 100). Among these, SSC staffing scores 19.38 (out of 
25), business process scores 15.26 (out of 25), information 
system 14.01 (out of 25), and operations management 15.72 
(out of 25). This also shows that there is still much room for 
improvement in the four aforementioned aspects. 

4. Governmental policy changes and technological 
advances are considered main external challenges for SSC 
growth

At present, increasing external uncertainties compel 
businesses to take both internal management and external 
challenges seriously, so as to agilely adapt their growth 
strategies to the changes and disruptions. The survey 
shows that governmental policy changes and technological 
advances have the biggest impact on SSCs. For instance, 
in response to new regulations regarding e-invoices and 
e-records, SSCs have to rejig operational processes and re-
program the whole information system. In another instance, 
with the rapid development of emerging technologies 
like big data and AI, SSCs have to consider deploying 
automation and intelligent tools for end-to-end integration 
and digital operation. 

5. SSCs are interested in exploring ways of applying new 
technologies

Technological development spawns numerous changes 
and indefinite possibilities. In the survey, more and more 
businesses have deployed RPA, big data, visualization and 
other new technologies in their SSCs to further improve 
operation efficiency and strengthen risk control, for the 
purpose of providing excellent customer service and 
quality decision-making support. In the future, SSCs will 
be constantly empowered and redefined following the 
continuous digital deployment and technological evolution. 
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6. Shortage of digital talents, corporate data management 
and process re-engineering are key challenges for the 
finance digital transformation

Despite considerable restructuring of the finance 
department in the past, digital transformation brings 
about new challenges and requirements. The role of 
finance needs to be redefined from data producer to 
data marketer and user, so as to mine data values and 
enable business predictability and decision-making. In 
the survey, the finance digital transformation is challenged 
primarily by talent shortages, enterprise-wide data 
management and process reengineering. Those seeking 
digital transformation are also concerned by challenges in 
organizational restructuring and the updating of technical 
capabilities.

7. Finance digital transformation is an emerging trend, 
and an SSC as an organization’s data center will be a 
competitive edge

Data is considered to be a new productivity factor in the 
digital era. On account of the redefinition of data as a key 
corporate strategic tool, and breakthroughs in emerging 
technologies, many companies have begun to implement 
digital transformation strategies. In the survey, 95.20% of 
companies have developed preliminary or sophisticated 
planning for financial digitization. Against such a backdrop, 
a SSC will no longer be just a business processing center, 
but rather an integration of databases, computing power 
and algorithms. Based on the shared services and through 
organizational restructuring, process optimization, 
operational innovation, and AI deployment, the finance 
department will be reshaped into “finance+IT+DT”, 
i.e., “financial functions + IT tools + data management 
science”. Such a model, which traces business operational 
trajectories and deciphers business operations, will become 
a competitive edge for companies enacting digitization.
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I. Profile of Survey Participants

  Sector distributions

This study surveyed participants from 19 sectors, the top 
three of which are manufacturing (17.30%), energy and 
resources (9.34%), and financial services (9.00%). 

FIGURE 1: SURVEYED ORGANIZATIONS (BY SECTOR)
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  Business types

The type of surveyed companies includes state-owned 
enterprises (including enterprises under the Central 
Government, enterprises solely funded by the state, and 
state-holding enterprises) accounting for 53.64%, private 
businesses 27.68%, and foreign companies (including 
wholly foreign-owned enterprises and Chinese-foreign 
joint ventures) 13.49%. 

FIGURE 2: SURVEYED ORGANIZATIONS (BY BUSINESS TYPE)

  Revenues scales

Companies with annual revenues of ten billion RMB or 
more have more motivation to set up SSCs, a finding which 
is similar to the results of the 2017 and 2018 surveys. In this 
survey, 58.12% of companies have annual revenues of ten 
billion RMB or more, 33.91% of companies five billion or 
less, and 7.96% of companies between five and ten billion 
RMB. 

FIGURE 3: SURVEYED ORGANIZATIONS (BY REVENUE)
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FIGURE 4: POSITION LEVEL OF RESPONDENTS

4  Management levels of respondents

Of the 289 valid questionnaires, 86.51% were responded to 
by executives (including management at top, middle and 
grassroots levels), and 13.49% by general staff. 
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II. Status Quo of SSCs in China

  Growth rate

54.32% of surveyed businesses have operated SSCs for no more 
than three years, while 71.28% have operated SSCs for no more than 
five years. This shows that SSCs have grown at a rapid speed over 
the past five years. 

FIGURE 5: OPERATING DURATION OF SSCS
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The survey shows that 81.31% of companies have set up 
just one SSC, while only 18.69% have multiple SSCs. 

The survey shows that serving subsidiaries in different 
geographical locations is the primary determinant to set 
up multiple SSCs (38.89%). 

The survey also shows that some companies set up 
multiple SSCs for the purposes of disaster recovery. 
When unpredictable events occur, like natural disasters 
or glitches, SSC services will not be disrupted. 

FIGURE 6: MOST SSCS ADOPT A SINGLE-CENTER MODE

FIGURE 7: MULTIPLE SSCS ARE ESTABLISHED PRIMARILY TO SERVE SUBSIDIARIES IN DIFFERENT GEOGRAPHICAL 
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	  Site selection

FIGURE 8: TOP 10 PREFERRED CITIES FOR SSC LOCATION

3

Similar to the results of the 2018 survey, it was found that 
old first-tier cities like Beijing, Shanghai, Guangzhou and 
Shenzhen are still preferred when it comes to choosing a 
location for SSCs. However, some emerging first-tier cities 
like Wuhan, Xi’an, Chengdu, Hangzhou and Nanjing are 

becoming more and more popular. Furthermore, the 
survey also finds that in addition to the popular cities 
above, many companies would like to place SSCs at 
their headquarters for better management and efficient 
logistics support.
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	 	 Service areas

	 	 Service scopes

FIGURE 9: MOST SSCS SERVE THE CHINESE MAINLAND

FIGURE 10: OVER HALF OF SSCS COVER ALL SUBSIDIARIES UNDER THE ORGANIZATION

4

5

The survey shows that 75.43% of companies have their 
SSCs provide services to the Chinese mainland, while only 
12.46% provide services world-wide. 

In the survey, more than half (56.45%) of SSCs have their 
services cover all subsidiaries under the organization, while 
only 18.95% have a coverage of less than 50%.  
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III. Operational Maturity of Chinese SSCs 

After years spent operating its financial sharing service 
center and lending support from both FCMM (ZTE’s 
financial maturity model) and CMM (Capacity Maturity 
Model, software capability maturity model), Zhongxing 
New Cloud has developed a financial SSC operational 
maturity model, namely, the FSSCMM®. 

FIGURE 11: FSSCMM® METRICS DIAGRAM
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On average, Chinese companies score 64.37 points on 
SSC maturity (out of 100), demonstrating they are still in 
the ascending phase. Most of the companies surveyed 
(43.94%) are reportedly in this phase, indicating the majority 
of SSCs are still exploring how to run them, so there is much 
room for improvement. In addition, 21.80% of the surveyed 
companies admit that they have just started SSC operation, 
while 28.37% have reached the stabilization phase and 
only 5.88% have come to maturity. So far, there are no 
companies in the survey reporting they have reached the 
high-performance phase. 

FIGURE 12: OVERVIEW OF CHINA SSCS OPERATIONAL MATURITY
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 ▼ Noting

Due to limited space, the report can’t display all the 
indicators involved in the FSSCMM® model. The model is 
adjusted accordingly when assessing SSC maturity. Given 
differences in business type, operation and management 
requirement, SSC maturity assessment needs to be 
adjusted according to the specific circumstances. There 
are much more contextual indicators shall be considered 
in practice than what are used in this report.

Average score：64.37
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  Customise Staffing2

（1）Over half of the SSCs are affiliated with organization’s 
finance department

The survey shows that 56.40% of companies place SSCs 
directly under the headquarters’ finance department, which 
is conducive to financial policies distribution and execution 
and communication between superior and subordinate 
units. 21.45% of companies place SSCs on a par with their 
finance departments to streamline reporting procedures 
and maintain agility. 12.46% of SSCs are independent of 
the finance departments while still offering services to 
the organization. Finally, 7.61% of the SSCs enjoy a legal 
entity status by offering services to both the organization 
and outsiders. This is a completely independent operation 
following market rules, which is a great boost for SSC self-
development, cost cutting and higher efficiency, and at the 
same time, redefines the role of SSCs to create value for 
organizations. 

Different styles of operation bring different benefits 
at different development stages of SSCs. At the 
later stage, given the differences between an SSC 
and a finance department in terms of functionality, 
performance assessment and operation management, 
the SSC, as a legal entity, will be well motivated to 
increase its service values to cover cost, and put higher 
demands on self-management.

       Xu Dan, Director of the financial sharing service 
center at Shanghai Electric Group

FIGURE 13: OVER HALF OF SSCS ARE AFFILIATED WITH THE ORGANIZATION’S FINANCE DEPARTMENT
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（2）Most SSCs function as cost centers

76.12% of surveyed companies position their SSCs as cost 
centers, an internal function providing services for internal 
customers, while 23.18% view SSCs as profit centers, of 
which 14.88% are artificial profit centers and 8.30% are 
natural profit centers. 

FIGURE 14: MOST SSCS FUNCTION AS COST-EFFECTIVE CENTERS
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Other
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FIGURE 15: NUMBER OF SSC STAFF MEMBERS

（3）Number of SSC staff members

In the survey, 73.01% of the surveyed companies have fewer 
than 100 staff members in their SSCs, 19.38% have between 
100 and 300, and 7.61% have more than 300 members. 

From 2015 till now, our company has expanded the 
scale and business scope, but the number of SSC 
staff remains unchanged, and the team has improved 
operational eff iciency and handled additional 
businesses well through infrastructure development 
and process optimization. 

  Wu Xiaoyong, Senior Manager of Shared Services 
at Midea Group
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（1）Business coverage is a hallmark to measure SSC   
maturity

The survey shows that the services covered most by SSCs 
are expense reimbursement (96.54%), fund settlement 
(84.08%), fixed assets accounting (80.97%), purchase-to-
pay (80.28%), general ledger to statement (78.89%), cost 
accounting (72.32%), and order to collection (64.36%). 

With the continued operation and optimization, the 
financial SSCs cover more businesses. Compared with 

FIGURE 16: BUSINESS PROCESS COVERAGE OF THE FINANCIAL SSCS
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	 	 Upgrading service process3

the 2018 survey result, this survey shows that the coverage 
of each process is increasing. In addition, 22.15% of 
companies report that their SSCs have covered over 
ten business processes, while 58.13% covered six to ten 
business processes. 
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FIGURE 17: KEY MEASURES OF FINANCIAL SSCS TO ENSURE PROCESS STANDARDIZATION
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（2）Standardization is a guarantee for process quality

This survey shows that the most frequently used measures 
for process standardization include unifying accounting 
subjects, policies and systems (82.01%), clarifying business 
status quo and building a complete process architecture 
(47.75%), prescribing job standards (40.83%), and 
standardizing work practices (39.45%). 

In addition to process coverage and standardization, 
process automation is another significant measure for 
financial SSC maturity, and can include automation in 
expense auditing, purchase-to-pay auditing, and general 
ledger statements. Automation can be achieved through 
docking API interfaces between information systems or 
through deploying RPA for business-finance-taxation 
integration. 

As financial SSCs progress to an advanced level, a 
better customer experience requires companies to 
constantly apply new technologies and continuously 
optimize business processes for an optimal operation 
so as to achieve the goal of cost cutting, higher 
efficiency and business-finance integration. 

       Feng Jie, Deputy General Manager of the 
financial sharing service center at the Pacific 

Insurance Group
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	 	 	Interconnectivity of information system

FIGURE 18: INFORMATION SYSTEM COVERAGE OF THE FINANCIAL SSCS

The surveyed companies report that the systems their SSCs 
most frequently use include financial accounting (100%), 
expense/business reimbursement (100%), electronic 
imaging (74.05%), fund management (73.01%), and bank-
corporate connectivity (69.2%). 
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The construction of SSCs, in turn, pushes the 
construction of the business system. We require that 
all business systems must go online synchronously 
prior to the access of the SSC. That is to say, all 
business data have to be moved online before system 
interconnectivity is enacted. This allows for business-
finance integration. 

      Yang Chao, head of SSC at CIFI Holdings (Group) 
Co., Ltd.

Investment in IT infrastructure of all modules including 
finance allows business data to automatically feed 
into the IT system, and the finance function becomes 
hands-free. This can effectively ensure the authenticity 
of data, and relieve pressure felt during the month-
end close as well.

       Wu Xiaoyong, Senior Manager of Shared 
Services at Midea Group
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FIGURE 19: SSC MEASURES FOR SERVICE ASSURANCE
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Satisfaction surveys tell us how much customers are satisfied 
with SSC services, which may help SSCs improve service 
quality for a better customer experience. In this survey, 
28.03% of companies have 90% and higher satisfaction 
rates. However, 20.07% of SSCs have never done such a 
satisfaction survey, possibly because of differing corporate 
strategies or management needs. After all, not all 
companies consider it an important indicator to measure 
SSC service quality. 

  Improving operational management

In the survey, 66.78% of companies have set up a dedicated 
platform as a window to serve their customers. Also, 
the platform workers are trained with service-providing 
awareness, manners and skills, for an efficient response 
to customer enquiries and complaints. In the survey, 
53.98% and 42.91% of companies have employed regular 
satisfaction feedback and customer revisits respectively. In 

5

FIGURE 20: CUSTOMERS’ SATISFACTION WITH SSC SERVICES
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0.69%

Other

Personnel management purports to help SSCs develop a 
continuum for employee recruitment, training, motivation 
and promotion, making them a great business enabler. 
Apart from offering promotion opportunities within SSCs, 
some top managers also view SSCs as a talent pool for an 
organization’s financial department, hoping that talents can 
be moved or promoted across departments to equip the 
organization with the best financial professionals.

FIGURE 21: SSC KEY MEASURES TO SUPPORT EMPLOYEE CAREER DEVELOPMENT
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The SSC staff are, in general, young, high-caliber, 
and easily trained. Over the past few years, we have 
trained 100-200 financial professionals, accounting for 
one quarter of the total in our company. 

Li Zhigang, General Manager of the Shared Services 
Center at China Fortune Land Development Co., 

Ltd.

TCL views its SSC as a service center, processing 
center, data center, talent center and knowledge 
center, and it has become the cradle of TCL financial 
professionals. Despite the importance of talent 
training, efficient and quality operations are also very 
crucial for an organization, or we say that systematic 
operations are the basic guarantee. Therefore, we 
have introduced the Gilbert Model for a change from 
human control to technology control, from complexity 
to streamlining, to reduce rel iance on human 
resources. 

Wang Xuejia, General Manager of the Financial 
Shared Service Center at TCL Technology Group 

Co., Ltd.

The joint survey team has learnt from the interviewed 
companies that personnel management is the key and 
difficulty in SSC development. Given the repetitive and dull 
work at SSCs, boosting staff’s passion and sense of value is 
a great challenge faced by many SSC managers. 

Fresh graduates account for 70% of SSC’s grassroots-
level employees in our company. Young as they are, 
they are self-confident and independent thinkers 
in terms of their career development, and take the 
growth opportunities for the platform very seriously. 
In addition to job rotation, we need to encourage 
them to innovate, for instance, by way of organizing 
innovation contests on a quarterly basis to find 
innovation champions, in an effort to stimulate their 
creativity. 

Su Di, CFO of the Agile Group Holdings Limited

The survey results show that the reasonable job rotation 
scheme (79.24%) is the mainstream personnel management 
approach at SSCs, followed by the clear promotion scheme 
(51.56%) and outsourcing access (49.83%), which help 
strengthen staff management, so as to achieve a good staff 
management cycle. 

A 2020 Survey Report on Shared Services in China ｜ Operational Maturity of Chinese SSCs

A reasonable job rotation scheme
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Multiple outsourcing accesses to satisfy employee’s diverse needs 
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FIGURE 22: SSC ANNUAL EMPLOYEE TURNOVER RATE
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On the one hand, we use the job rotation scheme 
to encourage employees to learn what we do; on 
the other hand, we push employees to learn new 
technologies to replace manual operations. In the 
future, we will arrange a study visit to the SSC for 
new recruits from subsidiaries, in the hopes that their 
business knowledge will further improve SSC service 
quality.

Shao Wangzhi, Deputy General Manager of the 
Finance Division (SSC) at Wens Group

Personnel management should involve three tasks: 
First, posts should be competed for based on the 
principle of “pay by post and performance” in 
reference to the organization’s recruitment policies; 
second, employees should be recruited on an 
enterprise-wide scale to identify the best candidates 
and employ eliminatory policies to ensure a good 
talent pool; and third, the barriers of the financial 
shared service center, the financial capital department 
and the business unit should be broken down so as to 
form a sound talent exchange mechanism.

Jia Meng, head of the financial shared service 
center at CCCC First Harbor Engineering Company 

Ltd

30% or  higher
（1.04%）
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In the survey, 80.28% of companies report that their SSC’s 
turnover rate is 10% or lower, suggesting an optimal 
situation. A turnover rate that is too low or too high 
does no good to SSC development: a low turnover rate 
means a rigid SSC structure and mindset, thus hampering 
improvement and innovation; but if turnover is too high, an 
unstable SSC team will hinder its routine work. However, 
in special circumstances where finely split jobs or highly 
standardized operations enables new recruit to take up the 
role very quickly, and a higher turnover rate will help drive 
down business costs.

31.49% of the surveyed companies say that their SSCs have 
built up a comprehensive knowledge base and established 
a knowledge base platform, while 49.83% report that they 
are sorting the SSC knowledge management system, and 
18.69% have no plan to set up knowledge base so far. 

FIGURE 23: MOST SSCS HAVE YET TO DEVELOP A COMPREHENSIVE KNOWLEDGE BASE SYSTEM
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Is working on a SSC knowledge system in preparation for a knowledge base
Has completed a comprehensive knowledge base and distributed learning materials 
to employees via the base platform
Has no plan to build a knowledge base for the time being
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In the survey of the most effective measures to upskill SSC 
staff, the most popular one is to develop targeted training 
programs for different posts and levels (79.58%), followed 
by building an information system to support learning 
(57.09%) and peer apprenticeship (56.06%). 

FIGURE 24: THE MOST EFFECTIVE MEASURES TO UPSKILL SSC STAFF

Develop targeted training programs for 
different posts and levels and make it an 
institutionalized mechanism or give 
regular lectures to employees，79.58%

Build an information system 
to support learning, such as 
an online learning system or 
examination system，57.09%

Adopt the master-
disciple system，56.06%

Invite external experts to 
lecture on employee 
learning，28.03%

Set up learning teams for 
professional certification 
like the ACCA Global 
Shared Service Certificate, 
and award the certified 
employees，24.22%

Organize work skills 
competitions on a 
regular or irregular 
basis，14.53%

Other ，1.38%
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In this survey, 70.24% of companies have a dedicated person 
or unit to take charge of process management, 45.33% have 
established a project management mechanism, 44.29% have 
process optimization in place, while 26.64% have no such a 
process management system yet. 

The survey shows that 66.78% of companies have their own 
dedicated IT team responsible for running and maintaining the 
SSC information system and network security. 62.28% check 
their system upgrading needs regularly, and 51.90% take the 
application of emerging technologies in the SSC information 
system seriously.

FIGURE 25: MECHANISM AND MEASURES FOR SSC PROCESS MANAGEMENT

FIGURE 26: SSC’S MOTIVATION FOR SYSTEM MAINTENANCE AND OPTIMIZATION

0% 50% 100%

0% 40% 80%

This survey also finds that the most effective measures to 
assure SSC service quality is to implement a detailed quality 
indicator system and quantifiable measurement metrics for 
each post (60.90%), followed by appointing a dedicated 
person or unit to be in charge of quality assurance (55.71%) 
and placing a specific quality control point for each process 
(37.37%). However, 20.42% of companies have not yet 
developed any measures or requirements with regard to 
quality assurance.

FIGURE 27: SSC’S MOST EFFECTIVE MEASURES FOR QUALITY ASSURANCE

0% 40% 80%
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A dedicated person or unit in charge of process 
management including continuous monitoring, quality 

A process project management mechanism ranging 
from launch and processes to outcome

A process optimization mechanism including annual planning, process 
needs collection and optimization assessment

No process management mechanism yet and the relevant measures or 
requirements are scant

Form a dedicated IT team responsible for running and maintaining SSC 
information system and cyber security

Check system upgrading regularly

Take the application of emerging technologies in SSC information system 
seriously

Manage system servers, databases, security and disaster preparedness

No measures or requirements in relation to information system 
maintenance or upgrading

A detailed quality indicator system and quantifiable measurement 
metrics for each post (e.g. rejection rate)

A dedicated person or unit in charge of quality assurance

A specific quality control point for each process

No quality assurance-related measures or requirements

A well-defined testing methodology for quality assurance

Information system available to support quality assurance
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This survey also identifies the criteria to assess SSC 
performance: response time (89.27%), service quality 
(87.54%), customer satisfaction (62.98%), communication 
and collaboration (41.52%), and service cost (33.91%). 

The surveyed companies used different ways to assess 
employee performance, namely employee performance 
assessment and evaluation on a regular basis (73.36%), 
KPI assessment to determine employee salary, promotion 
or rotation (61.25%), and a comprehensive KPI indicator 
metrics for different jobs (57.09%). 

FIGURE 28: SSC PERFORMANCE MEASUREMENT CRITERIA

FIGURE 29: SSC EMPLOYEE PERFORMANCE ASSESSMENT
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FIGURE 30: SSC KEY MEASURES FOR STANDARDIZATION 
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In this survey, the key measures that companies take to ensure 
standardization include process standardization (70.93%), 
job standardization (42.91%), appointing a dedicated 
person or unit to be responsible for standardization 
(42.56%), and administration standardization (39.10%). 

A 2020 Survey Report on Shared Services in China ｜ Operational Maturity of Chinese SSCs

Employee performance assessment and 
evaluation on a monthly, quarterly or annual basis

Employee KPI assessment to determine their 
salary, promotion or rotation 

A comprehensive KPI indicator metrics for 
different jobs

Information system available to support employee 
performance assessment 

Other 

Process standardization: keep improving and upgrading through standardized 
practices ranging from process design, optimization, execution and consolidation

Job standardization: standardized grouping of jobs 

A dedicated person or unit responsible for standardization

Administration standardization: develop a complete administration framework 
and detailed documents, and formulate procedures for document compilation, 

release and revision

Operation standardization: prescribe operation time, moves and contents, and 
develop and continuously revise all SSC operational practices 

No measures or requirements in relation to standardization 

Response time Service quality Customer 
satisfaction

Communication 
and collaboration, 

timely response 
to customer 

needs

Service cost
Extent of support 
of data analysis 

for decision-
making

Employee 
turnover

Profitability Other
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IV. External Challenges Faced by China’s SSCs 

In an ever-changing, disruptive and constantly evolving 
world, businesses face challenges all the time. In the 
survey, SSC managers have identified the biggest 
external challenges to SSC development: government 
policy changes (64.80%), rapid advancement of 
technologies and applications (58.80%), and tightening 
regulation (48.80%). 

FIGURE 31: EXTERNAL CHALLENGES FACED BY CHINA’S SSCS

Introduction of government policies such as 
e-invoices and e-records forces SSCs to 
adapt business processes and information 
infrastructure to such changes，64.80%

Rapid advancement of technologies and 
applications forces SSCs to deploy 
automation and intelligent devices for 
end-to-end integration and digital 
operation，58.80%

Tightening regulations force SSCs to intensify 
management of corporate auditing, risk 
control and compliance，48.80%

Uncertain externalities push SSCs to 
change their orientation and role, such 
as by providing top management with 
visionary information for decision-
making，26.00%

Operating cost concerns and new work 
modes (like remote working) are forcing SSCs 
to reconsider labor relations and work 
modes，25.20%

The coronavirus pandemic forces SSCs 
to pay more attention to IT 
infrastructure and business continuation 
strategies to ensure effective feedback 
and quick recovery，19.20%

The fluid global situation may hold 
back or change the overseas 
expansion plans of SSCs，16.80%
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Digital transformation involves all aspects of an 
organization. In the process of financial digital 
transformation, both frontrunners having embarked on 
the journey and bystanders waiting for opportunities 
have to face challenges in terms of data, process, 
technology, organization, talent, and culture.

FIGURE 32: KEY CHALLENGES FOR FINANCE DIGITAL TRANSFORMATION

Talent supply-demand mismatch, digital talents 

in short supply，56.80%

Internal management upgrading and process 

reengineering ，51.20%

Organizational restructuring to support digital 

transformation，42.80%

Digital technology and capability to 

Incompatibility of transformation mindset and culture，30.40%

Lack of well-defined strategic goals and long-term planning, lack of 

impetus behind the transformation，28.80%

Other ，0.40%

In a digitized world, businesses are facing challenges 
in terms of talent, data quality and corporate 
governance. While going digital, businesses need 
to upgrade their management and governance, and 
financial staff need to improve their comprehensive 
skills.

  Lin Xuexian, head of the financial shared service 
center at Yonghui Superstores Co., Ltd

V. Finance Digital Transformation Towards a 
New Future

A 2020 Survey Report on Shared Services in China ｜ Finance Digital Transformation Towards a New Future
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More than 200 financial executives in the survey believe that 
the biggest challenge faced by the financial sector during 
digital transformation is a lack of digital talents (56.80%), 
followed by internal management upgrading and process 
reengineering (51.20%), organizational restructuring 
(42.80%) and technology and capability improvement 
(41.60%). 

In the survey, 14.40% of companies say they have a 
sophisticated strategy or plan for financial digitization, 
while 60.40% have started exploring the transformation 
journey, and only 4.80% have no such plans whatsoever. 
The statistics show that the majority of companies have 
started or is starting the digital transformation journey, an 
emerging trend for the financial sector in the years to come.

FIGURE 33: FINANCIAL DIGITIZATION AS PART OF THE ORGANIZATION’S EXISTING OR FUTURE STRATEGIC PLANNING
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Has a preliminary strategic plan at the exploratory phase

Has a relatively mature strategy or plan

Has a mature strategy or plan under regular review

N/A, no such a plan whatsoever
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The emerging technologies the surveyed businesses are 
deploying or will deploy include RPA (55.20%), big data 
(48.00%), visualization (27.60%), intelligent recognition 
(24.00%), and advanced analysis (23.20%). 

FIGURE 34: EMERGING TECHNOLOGIES THAT SSCS ARE DEPLOYING OR WILL DEPLOY IN THE COMING YEAR

0% 15% 30% 45% 60%
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RPA (Robotic Process Automation)

Big data

Visualization

Intelligent recognition

Advanced analysis

Cloud computing

Machine learning

No applications

Mobility and social technologies 

Other

NLP (Natural Language Processing)

Knowledge graph

Blockchain

Internet of things
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The survey also shows that some SSCs are still hesitant 
to deploy emerging technologies like cloud computing, 
Internet of things and blockchain due to various 
reasons, even though the managers believe that these 
technologies have great potential. However, they are highly 
recommended to deploy them in a pilot project or set up 
an application scenario for an in-depth exploration of their 
feasibility. After all, the most effective way to learn about a 
technology is to put it into practice.

28.40% of companies report that they have set up a 
department dedicated to digital innovation, such as a data 
center, to embrace digital transformation, while 43.60% are 
considering building a data center. 

FIGURE 35: SETTING UP A DEPARTMENT FOR DIGITAL 

We have established a digitization team whose 
members come from a diverse range of business 
departments. The integration of financial and business 
professionals for a true business-finance synergy will 
lay a solid foundation for a digital transformation.

Jiang Xiaohua, head of the shared service center at 
Spring Airlines Co., Ltd.
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Considering building a data center

Have completed a data center

No such plan
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