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What is an Industry Example? 

An industry example is a real life example based on and relevant to a real company within your given industry. Good 
industry examples will describe a given issue, e.g. a product recall, and provide the reader with some depth in relation to 
that issue. 

How you should use Industry Examples? 

Industry examples should be used in the  real exam as often 
as possible. A good rule of thumb is to try to include an 
industry example within each section of your script. The 
difficulty is trying to ensure that the example that you use is 
relevant, for example, by using an industry example on CSR 
on a section that relates to CSR. Note that including 
irrelevant examples is not advisable and will not add any 
value to your script.

Will I score marks for using Industry Examples? 

Yes and no. Your examiner has stated that the are no specific marks awarded for industry knowledge. However, using 
industry examples does add depth to your script and our view is that integration marks would be awarded where a students 
adds value in this way as long as the example is used correctly, and is relevant to the area being examined.


Should you research more examples? 

Yes you should. This pack contains 20 high quality 
industry examples which should be sufficient but the more 
examples that you have, the better equipped that you will 
be to handle a range of different tasks on exam day. 
Searching for more examples is also a very efficient way 
of becoming more familiar with the industry. The best 
approach here is simply to key in search terms to Google 
and see what you find.
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ROYAL DUTCH SHELL 
Shell to outsource 3,200 IT jobs1

2 DEEPWATER HORIZON OIL SPILL 
Largest marine oil spill in the history of the petroleum 
industry

3

4
SHELL AND GLASGOW 
Shell established its first shared services centre in Glasgow

BT GLOBAL SERVICES 
Global Services took a £340m write-down due to poor cost 
controls

5

6 G20 TASK FORCE 
Climate-Related Financial Disclosures (TCFD) should 
become mandatory

7

8

TOTAL SA 
Total SA is also member of the Oil and Gas Climate Initiative 
(OGCI)to reduce greenhouse gas emissions

SAUDI ARAMCO 
Saudi Aramco’s first carbon capture and enhanced oil 
recovery pilot project

ARVATO INFOSCORE 
Sensitive personal information was made available to people 
through self-service website

9

10
SHARED SERVICES CENTRES FAILURES 
SSCL, Arvato, and the Government are to blame for shared 
services centres failings

NHS SHARED BUSINESS SERVICES 
Biggest losses of sensitive clinical information in the NHS’s 
69-year history



MCS February 2018 - Industry Examples - 

Industry Examples - Summary

4

11

12

13

14

15

JOHNSON & JOHNSON 
Johnson & Johnson chose Tampa due to the availability of 
highly educated talent

UNILEVER 
Unilever changes to increase profit margins by increasing 
focus on improving operations affect emerging markets

EXXON MOBIL 
The Trump administration has rejected a request to waive US 
sanctions against Russia to allow Exxon to resume oil drilling 
around the Black Sea

16

MCKESSON SHARED SERVICES 
NHS Shared Business Services acquired the outsourced HR, 
payroll and pensions service of McKesson Shared Services

17

18

19

20

BREXIT 
The impact of Brexit on UK-based shared services

SHARED SERVICES CONNECTED LIMITED 
Shared Services Connected Limited offer voluntary redundancy as 
Christmas presents

BRIBERY 
A case was settled concerning charges that Total SA bribed 
an Iranian official

SAP 
SAP has signed up the Australian federal government to its 
SAP Enterprise Cloud service

SHARED SERVICES CANADA 
Shared Services Canada spread 'too thin’

SERVICES DELIVERY TRENDS 
Services delivery trends: Smaller, geographically dispersed, centers 
more responsive to local customer needs
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In 2007, Royal Dutch Shell outsourced thousands of IT jobs in a drive to slash costs and simplify its structure, 
following in the footsteps of its arch-rival BP. Shell's information technology division bore the brunt of the 
changes with 3,200 staff affected by a decision to turn operations over to three outside companies. Shell's chief 
financial officer, Peter Voser, reportedly told staff that he wanted "a leaner and meaner" finance division. The 
company sought to move selected finance operations to shared (Shell-owned) service centres. Shell decided to 
outsource a "substantial" part of its IT infrastructure services. Only 400 management positions were retained.

ROYAL DUTCH SHELL

Shell is in the same industry as Nortan. It also has its own shared service centre, similar to Nortan’s FOSSC 
setup. This shows that the move to turning operations over to shared service centres are normally done 
because the company wants to cut costs and seek economies of scale.

Outsourcing, Addition of new functions to the shared service centre
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The Deepwater Horizon oil spill is an industrial disaster that began on April 20, 2010, in the Gulf of Mexico on 
the BP-operated Macondo Prospect. Killing eleven people, it is considered the largest marine oil spill in the 
history of the petroleum industry. The US government estimated the total discharge at 4.9 million barrels. After 
several failed efforts to contain the flow, the well was declared sealed on September 19, 2010. Reports in early 
2012 indicated that the well site was still leaking. In September 2014, a U.S. District Court judge ruled that BP 
was primarily responsible for the oil spill because of its gross negligence and reckless conduct. In July 2015, BP 
agreed to pay $18.7 billion in fines, the largest corporate settlement in U.S. history.

DEEPWATER HORIZON OIL SPILL

There are many repercussions to an industrial disaster and public negligence. Aside from the reputational and 
brand damage that a company suffers, a company could be subjected to legal lawsuits and pay hefty fines if 
found guilty. Nortan is in the same industry and operations as BP, this could likely happen to any one of Nortan’s 
current prospect. We need to ensure that health and safety is of utmost importance for everyone at Nortan.

Ethics, Environment disaster, Misconduct, Neglect, Health and safety
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At the start of 2009, Global Services took a £340m write-down due to poor cost controls shortly after the 
resignation of its CEO François Barrault. Later in the year the company reported losses of £2.1bn, despite sales 
of £8.8 billion. Global Services then underwent a transformation programme, including cost saving initiatives, 
leading to substantial increases of EBITDA, operating profits and operating cash flow during its 2009–2010 
financial year. In May 2010, BT announced an investment plan to increase its capabilities in the Asia-Pacific 
region. By the end of its 2010–2011 financial year, Global Services had increased orders with customers by 10% 
year on year, improved profitability, and became operating cash flow positive a year ahead of schedule. Total 
income for Global Services in 2016-7 was more than £5bn.

BT GLOBAL SERVICES

Nortan’s FOSSC is a cost centre and as such, is held responsible on how well it controls its costs as compared 
to the budget numbers. Poor cost controls can be seen to bring several outcome, like forced resignation of its 
highest ranking officer and implementation of immediate cost saving initiatives.

Cost control, Cost centre, Cost savings initiative, Financial performance
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SHELL AND GLASGOW

In 1998, Shell established its first shared services centre in Glasgow. A strong, performance-driven framework 
was central to Shell's approach. The overall aim was to become a process-orientated organisation; everybody in 
the value-chain was aligned towards the end user's needs, fuelled by a culture of continuous improvement. The 
change was underlined by Shell's rebranding; no longer known as 'Shell shared services' centres, they became 
part of 'finance operations’. Scotland's strong academic record operated with a relatively low-cost environment. 
These were primarily achieved through lower salary and property costs. Scotland also enjoyed the same legal 
framework and time zone as London, which made it an attractive near-shoring option for investors.

Achieving economies of scale and value for money are key to the FOSSC’s success. One way to cut costs might 
be to relocate to a friendlier and cheaper location than Centaria to operate the FOSSC. Currently the FOSSC is 
based in Centaria because Nortan’s Head Office is in the same city.

Economies of scale, Environment analysis, Relocation
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ARVATO INFOSCORE

In 2015, a German public broadcaster, NDR, criticized that a self-service website for tenant self-disclosures 
showed sensitive personal information when one entered the name, address, and date of birth. Without any 
further verification, Arvato Infoscore made available information on debt, seizure and mortgage payments. 
Critics said that this opened the door for abuse. Arvato Infoscore instead argued that obtaining a self-disclosure 
for third parties was not permitted. Nevertheless, the disputed website was shut down.

As we record, process and produce reports on a daily basis for the Nortan Group, we are exposed to a high 
number of personal, and sometimes confidential, records. We should take care that we have proper data 
security systems in place to prevent breaches or accidental leaks of information.

Data security, Data protection, Information technology, Data breaches
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A global task force set up to try to prevent market shocks from the warming of the planet asked companies to 
disclose how they manage risks to their business from climate change and greenhouse gas emission cuts. 
Although the measures recommended by the Task Force on Climate-Related Financial Disclosures (TCFD) were 
voluntary, some of its members argued they should become mandatory. Only then will climate risk become 
integral to corporate governance and how business is done. The TCFD was called for by the Group of 20 
leading economies and set up by the G20’s Financial Stability Board (FSB). It recommended that listed 
companies disclose how they identify, assess and manage climate risks and opportunities and how risks in the 
short-, medium- and long- term impact their business, strategy and financial planning.

G20 TASK FORCE

Being part of the oil and petroleum industry, Nortan will be subject to rules and regulations concerning the 
environment. New regulations and requirements with regards financial reporting will mean more work for the 
FOSSC.

Environment regulations, Financial reporting, Neglect, Public danger
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In February 2017, The Guardian reported that NHS England is holding an inquiry into reports that more than 
500,000 pieces of patient data sent between GPs and hospitals went undelivered over the five years from 2011 
to 2016, including investigating cases where loss and delay of the data may have harmed patients. Thousands 
of patients are feared to have been harmed after the NHS lost more than half a million pieces of confidential 
medical correspondence, including test results and treatment plans. In one of the biggest losses of sensitive 
clinical information in the NHS’s 69-year history, the documents are reported to have been mistakenly stored in 
a warehouse by NHS Shared Business Services, "working as a kind of internal postal service within the NHS in 
England" until March 2016. In October 2017, the total number of documents lost was reported to be 864,000.

NHS SHARED BUSINESS SERVICES

The FOSSC acts as a storage of documents and information for the Nortan Group. Undoubtedly, thousands and 
thousands of documents and records pass through the FOSSC’s hand. We need to ensure that our 
infrastructure is robust enough for the safekeeping of all these records.

Data security, Data breach, Infrastructure and facility inadequacies
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Being the largest of its kind in the Middle East, Saudi Aramco’s first carbon capture and enhanced oil recovery 
pilot project demonstrates commitment to environmental stewardship. Carbon capture and sequestration is the 
process of capturing waste carbon dioxide (CO2) from large sources, such as power plants, storing it and 
depositing it underground where it will not enter the atmosphere. In the pilot project, 40 million standard cubic 
feet per day of CO2 will be captured and then piped 85 kilometers to the field. It will be injected, and 
sequestered or stored, into flooded oil reservoirs under high pressure to enhance oil recovery, making it a win-
win solution. The project aims to enhance oil recovery beyond the more common method of water flooding, and 
is the largest of its kind in the Middle East.

SAUDI ARAMCO

There is more and more pressure on oil and gas companies to be more environmentally conscious. Oil and gas 
companies are likewise looking for ways to return oil reserves in their original state after they are done 
extracting. Nortan could take heed of these initiatives and launch some of its own.

Environment, Health and safety, Corporate social responsibility, Green initiative
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Total SA is also member of the Oil and Gas Climate Initiative (OGCI) which is a CEO-led initiative which aims to 
show sector leadership in the response to climate change. OGCI is made up of ten oil and gas companies that 
collaborate on action to reduce greenhouse gas emissions. In November 2016, the OGCI announced the launch 
of a 1 billion dollar climate investment fund to invest in cutting the climate change impact of fossil fuels. The 
fund will support start-ups and help develop and demonstrate innovative technologies that have the potential to 
reduce greenhouse gas emissions significantly and also focus on ways to reduce costs of carbon capture and 
storage technology.

TOTAL SA

Being part of an environmentally friendly initiative with like-minded businesses can boost a company’s standing 
in the public. Nortan could take heed of these initiatives and launch some of its own.

Environment, Climate change, Corporate social responsibility, Green initiative
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The UK government's programme to transfer back-office functions to 2 shared service centres has made 
savings but not yet achieved value for money, according to the National Audit Office (NAO). The Cabinet Office's 
Next Generation Shared Services strategy included the creation of two independent shared service centres to 
provide back-office support for up to 14 departments and their arm's-length bodies. The NAO found that the 
centres had delivered overall savings of £90m to customers in the first 2-and-a-half years of operation, with 
costs of £94m. However, this is less than the £128m a year originally forecast because some departments have 
not outsourced and transformed their back-office functions as planned. The NAO blamed both Arvato and 
SSCL for failing to deliver requirements, as well as the government for failing to provide direction.

Meeting service level agreement deadlines and requirements are important to any service provider. This is how 
customer loyalty and continued support are cultivated. Although it is not an external vendor, the Finance 
Operations’ Shared Service Centre (FOSSC) is similar to any service provider when it comes to Nortan. We 
provide various services to which we need to be held accountable for.

Service level agreements (SLAs), Service quality, Delivery failure

SHARED SERVICES CENTRES FAILURES
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In October 2016, Johnson & Johnson officially opened the doors of the new Johnson & Johnson Global Services 
delivery centre in Tampa, Florida, fulfilling a previous commitment the company announced in August 2015 to 
establish their best-in-class site in the state. The new 88.5 thousand square foot building is a state-of-the-art 
facility that opens with 240 Johnson & Johnson Global Services employees. By 2020 the company expects to 
locate 540 people in the centre. Johnson & Johnson chose Tampa as  its North America hub due to the 
availability of highly educated talent in the fields of Finance, Operations, Information Technology, Procurement 
and Human Resources.

JOHNSON & JOHNSON

Employees with the right talent, qualifications and experience are key to the success of Nortan’s FOSSC. 
Considering the various business services that we offer to the Nortan Group, the FOSSC needs to ensure that it 
hires the best of the best to fulfill its commitment of excellence in quality service.

Recruitment, Environmental analysis, Relocation
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In 2014, global fast moving consumer goods (FMCG) giant Unilever made operational changes to increase profit 
margins by increasing focus on improving operations. Unilever consolidated and transitioned more operational 
functions into its shared services organization called Unilever Enterprise Support, a global business unit that 
managed the company’s shared business services, made up of HR Services, finance transactions, IT services, 
information management services and workplace services. This move impacted supply chain-related processes 
of various emerging market subsidiaries. Changes included integrating and standardizing cost reporting on 
supply chain transactions in these markets. 


UNILEVER

Nortan has businesses worldwide and will have operations in several emerging markets such as India, Africa, 
etc. Nortan and its FOSSC should be careful when standardising and integrating new functions into the shared 
services centre to ensure that the transition goes as smoothly as possible.

New functions added into FOSSC, New unit transition, Emerging markets
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Business support specialist NHS Shared Business Services (NHS SBS) has acquired the outsourced HR, payroll 
and pensions service of McKesson UK, McKesson Shared Services (MSS). The deal, for an undisclosed sum, is 
expected to enable NHS SBS to extend the reach of its employment services, which it says achieve an average 
of 30% cost savings for NHS clients by removing extra administration for in-house teams. In the face of 
immense budgetary pressures and tight resources, it is vital that NHS business support functions such as 
recovering overpayments, processing the monthly payroll run or processing expenses payments are carried out 
smoothly and accurately. With this acquisition NHS SBS can broaden the support it provides across the NHS 
that can ultimately free-up more funds and resource for frontline care.

MCKESSON SHARED SERVICES

This example highlights that it is not uncommon for a shared service centre to acquire other centres that 
complement the services it offers. The FOSSC could possibly do a similar move if the opportunity presents 
itself. This can only lead to further economies of scale.

Mergers and acquisitions, Opportunities, Expansion
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In 2013, a case was settled that concerned charges that Total SA bribed an Iranian official with $60 million, 
which they documented as a consulting charge, and which unfairly gave them access to Iran's Sirri A and Sirri E 
oil and gas fields. The bribery gave them a competitive advantage, earning them an estimated $150 million in 
profits. The Securities Exchange Commission and the Department of Justice settled the charges, expecting 
Total SA to pay $398 million.

Although it is not condoned, bribery still happens from time to time. Bribery is used to win contracts, gain inside 
knowledge, etc. Nortan should take care not to be involved in shady business as fines can be hefty and damage 
can be irreparable.

Corporate social responsibility, Political changes, Bribery, Ethics

BRIBERY
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The Trump administration has rejected a request from Exxon Mobil to waive US sanctions against Russia to 
allow the company to resume oil drilling around the Black Sea. US Treasury Secretary Steven Mnuchin said 
Friday in a brief statement that the administration “will not be issuing waivers to U.S. companies, including 
Exxon, authorizing drilling prohibited by current Russian sanctions.” Exxon said it understood the decision, 
while suggesting that the outcome will merely help European oil companies operating under less-stringent 
restrictions. The decision comes just two days after it was reported that Exxon was seeking a waiver to resume 
a joint venture with Rosneft, a Russian state-owned oil company. Exxon said it filed the request in 2015 and that 
the sanctions could lead to losses of up to $1 billion.

Political changes can affect decisions about oil prospects as highlighted by this example. Nortan could be 
subjected to similar restrictions, which could affect its ability to increase revenue and gain market share.

Political changes, Sanctions, Market analysis and growth, Increase revenue

EXXON MOBIL
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Global enterprise computing giant SAP has signed up the federal government to its SAP Enterprise Cloud 
service to support the government’s push to simplify its services. The Australian Government Shared Services 
Centre, to be established inside the Canberra data centre, would be the first customer of this service in the 
facility. The use of the SAP HANA Enterprise Cloud would reduce costs and increase efficiencies. With a secure 
onshore cloud platform, built on leading-edge infrastructure, the government’s push to simplify its IT services 
should deliver cost savings and efficiencies. It is currently undertaking a full redesign of australia.gov.au. The 
federal government joins La Trobe University as another customer SAP recently signed on to its enterprise cloud 
offering. According to SAP, more than 3,000 organisations now run its HANA cloud platform globally.

A good and effective information technology is part and parcel of what makes shared service centres 
successful. At the FOSSC, we need to ensure that the application, program and software that we use are secure 
and leading edge.

Information technology, IT design and implementation, New technology

SAP

http://australia.gov.au
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Workers at the Sopra Steria-run UK government shared services centre received an early Christmas present this 
week: the opportunity to apply for voluntary redundancy. Shared Services Connected Limited (SSCL) informed 
staff it had undergone a service review which indicated a number of mid-level roles would be impacted. 
However, some middle and senior management level positions may be reorganised. A Voluntary Exit programme 
has been launched to address the requirement to reorganise, and potentially reduce the headcount. There may 
be limited funding available, but the scheme is being run to gauge interest in the number of employees. 
According to its full-year company accounts, SSCL turned over £187.5m in 2016 and made a loss of £3.81m. It 
paid out £58.9m in employee costs to 1,500 staff for the year.

With 3,000 staff members working for the FOSSC, it could potentially face the same problem in the future if we 
over-extend and assume that we will always have steady work. Innovation and automation could possibly mean 
less human intervention on the process.

Redundancies, Innovation, Automation, Company reorganization, Restructure

SHARED SERVICES CONNECTED LIMITED
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SSON Analytics, the Shared Services and Outsourcing Network’s data centre, evaluated the potential impact of 
Brexit on UK’s 328 shared services centres. Only 9% of these SSCs have an EU-based headquarter, whose 
corporate taxes are currently paid to the UK. Post-Brexit, these entities can choose to pay tax to the UK or their 
EU government. Overall, the impact of Brexit on UK-based shared services, in terms of tax revenue, may not be 
as significant as thought given double taxation treaties. One of the big concerns, of course, is availability of 
talent. The UK has, for many years, attracted a significant brain drain from  Europe, of individuals seeking 
challenging and rewarding positions. Brexit may well make the transfer of this workforce more difficult. For now, 
the majority of individuals working within UK shared services are indeed from the UK (91%).

BREXIT

Nortan and its FOSSC are both situated in Centaria, which is said to be in Europe. Brexit was an event that not 
only affected Great Britain but also the rest of Europe. We need to be aware that any political or economic 
movement such as Brexit, can affect the market and landscape for a European company like Nortan.

Political changes, Economic changes, Environmental analysis, Market changes
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The federal government's tech support agency, Shared Services Canada (SSC), is being urged to improve staff 
morale. The suggestion was contained in a report summarizing nine weeks of consultations conducted last 
summer and fall on its information technology transformation plan. SSC contracted Ipsos Public Affairs to 
gather input from federal government employees, industry stakeholders and the general public. The 
consultations were carried out online, via email and in person. In its analysis of the consultations, which 
included more than 2,500 contributions, Ipsos found high turnover and a lack of training at SSC were 
contributing to low staff morale. Greater mentorship is deemed essential given the vastness of the organization 
and the departure (e.g. retirement) of talented and savvy individuals.

SHARED SERVICES CANADA

The FOSSC has 3,000 staff members. Keeping them all inspired and motivated might be a challenge, seeing 
that most might be in data processing and entry-level positions. Training, rewards and advancement should be 
available at the FOSSC to fulfill the career needs of the employees.

Motivation, Rewards and packages, Incentives, Managing people
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The current services delivery trends are smaller and geographically dispersed to ensure centres are more 
responsive to local customer needs. In striking contrast with the overall global 10% growth in jobs created 
through FDI, foreign investment in shared services declined by more than 20% in 2016. As a result, the overall 
number of shared services jobs announced in 2016 only reached half the volume it generated in 2010, and only 
one third of the peak level shared services job creation reached in 2006. This continued decline in jobs created 
through shares services centres illustrates the transformation of service delivery operating models across 
industries, as companies seek to balance delivery capabilities and move key functions closer to other 
operations and customers. 

SERVICES DELIVERY TRENDS

Nortan and its FOSSC are both based in Centaria. It could likely happen that some the FOSSC functions is 
divided and geographically dispersed to ensure smaller centres in different regions become more responsive to 
local needs of the Nortan subsidiaries.

Strategy change, Relocation, Decentralisation


