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TECHNOLOGY TRENDS
Setting the stage for service transformation
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Megatrends facing service centric organizations

Cyber & privacy Digital evolution Global expansion & 
growth

Dynamic workforce Business model
transformation

 Compliance with privacy 
laws (US & Global)

 Ransomware threats
 Data integrity & 

classification
 Strategies to mitigate 

risk of cyber attacks
 Timely incident 

response upon breach
 Understanding threats 

within the deep dark 
web

 Employee training to 
minimize cyber risks 

 Customer and client 
focused technologies 
(be more digital)

 Practical automation
 Data-driven decision 

making
 Operational efficiencies 

and process innovation
 Conduct assessments 

to prepare a “digital 
roadmap”

 Connect systems to 
access various sources 
of data and track KPIs

 Global growth 
considerations (culture, 
scalability, regulatory 
issues, etc.) 

 Budgeting & planning
 Organic growth vs. 

mergers & acquisitions
 Customer relationship 

management (CRM)
 Access to financing
 Leveraging private 

equity channels
 Exploring managed 

services or outsourcing 
of non-core functions 

 Recruiting, developing 
and retaining

 Importance of culture, 
diversity & inclusion 
(CDI) programs

 Talent empowerment
 Leveraging resource 

management tools
 Exploring a mix of off-

shoring, contractors & 
outsourcing models to 
supplement workforce

 Assess impact of ESG 
on recruiting & 
retaining staff

 Focus on client centricity 
(the “client experience”)

 Impact of moving to the 
cloud (including security)

 Path to IPO or a sale
 Divestitures /  spin-offs
 Succession planning
 Remote and/or hybrid 

approach to work
 Developing industry 

strategies to be more 
intentional around growth

 Scenario modeling 
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Service operations – deliver the right resource at the right time to the right 
place and succeed the first time

A lack of access to the right tools or parts in the field

Insufficient time to complete jobs

A lack of expertise to solve customer issues

Inadequate access to required on-the-job information

• Dissatisfied customers

• Broken service level agreements 

• Frustrated technicians 

• Wasted time and resources

• Rising costs and shrinking margins

The accelerated pace in technology advancements, workforce challenges, increasing operating costs and 
intensifying customer expectations are putting more pressure on service organizations. 

Additional challenges include:

Impact on customers and technicians
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Addressing these operational and process challenges is critical for business services organizations to maintain profitability, 
competitiveness, and customer satisfaction. Organizations that can effectively manage these challenges are better positioned for
long-term success.  

1. Reduced cost: By automating manual 
processes like scheduling, dispatching, and 
invoicing, companies can reduce labor costs 
and improve efficiency. 

2. Increased margin: By reducing costs and improving 
efficiency, automation can help companies improve their 
margins. 

3. Improved quality: Automation can help improve 
the quality of work produced by business services 
firms by reducing errors and improving accuracy. 

4. Scalability: Automation can also facilitate scalability by 
allowing business services firms to handle more clients and 
larger projects without increasing overhead costs.

5. Increased revenue: Automation can help increase 
revenue by enabling firms to take on more 
business and improve the quality of their service 
delivery. 

6. Improve cash flow:  By reducing manual processes 
and improving efficiency, automation can help 
companies complete more service calls in less time, 
leading to faster invoicing and payment. 

Benefits for addressing the challenges
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The services company is evolving, and organizations need:

flexible ways to respond to changing business models 
in the services world

automation of business processes from lead to billing 
to insight

optimization of their workforce and productivity to 
ensure project success
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Leveraging technology of the D365 platform
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SERVICE CENTRIC DEMO
Transform your service based organization
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This document contains general information, may be based on authorities that are subject to change, and is not a substitute for professional advice or services. This document does not 
constitute audit, tax, consulting, business, financial, investment, legal or other professional advice, and you should consult a qualified professional advisor before taking any action based 
on the information herein. RSM US LLP, its affiliates and related entities are not responsible for any loss resulting from or relating to reliance on this document by any person. Internal 
Revenue Service rules require us to inform you that this communication may be deemed a solicitation to provide tax services. This communication is being sent to individuals who have 
subscribed to receive it or who we believe would have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network of independent audit, tax and consulting firms. The member firms of RSM 
International collaborate to provide services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each member firm is responsible only for its own 
acts and omissions, and not those of any other party. Visit rsmus.com/aboutus for more information regarding RSM US LLP and RSM International. 

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International Association. 
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