
CEO & Founder, Proservartner

Rakesh Sangani

GBS 
and 

Shared Services 
Trends 
in 
2024



In the 1890s, it was predicted that by 1980 New York 
would cease to exist! 

New York should have collapsed in 
1980!



#1 Insourcing is more popular than 
ever!



#2 GBS is the natural home for 
Automation, AI, Data Mining and 
Analytics



#3 Cost, standardisation and 
process efficiency remain a focus 
(especially at the start)



#4 Mature GBS / Shared Services are 
measuring success through user 
experience & customer satisfaction 
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#5 Macroeconomic factors will 
drive demand for GBS, Shared 
Services and Outsourcing

Industry Specific ie Claims Processing



#6 Orchestrating the technology 
landscape is a key priority
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#7 Neither GBS, nor BPO, nor RPA 
will die!



#8 There are more people 
physically in offices than last year!



#9 Training and upskilling will be a 
key priority in 2024
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