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INTRODUCTION 

Digita lizat ion, a long w ith sh ift ing customer p references, has changed 

the p rofessiona l serv ices business. I n  th is peop le -centric field, 

companies’  a bility to respond flexibly  to changes has become the key 

to success and further grow th. At  the same t ime, serv ices firms a re 

facing p ressure on prices, and p rofitability takes center stage.  

I n  answ er to these cha llenges, p rofessional serv ices companies hav e 

their eye on technology and on how  it  can support their business. 

M aking use of the technological possib il it ies means seiz ing the 

opportun ity to increase efficiency, t ransparency , and grow th. In  a  

t rend study PAC, as commissioned by SAP , ex amined the rela tion 

betw een the dep loyment of appropriate technolo gy and greater 

success in  the p rofessional serv ices business.  

 

B asic su rvey data 

I n  June 2016, PAC conducted a  surv ey of 300 sma ll and mid -sized 

p rofessiona l serv ices companies (100 to 1,000 employees) from 

d ifferent  sub - indust ries from a round the glob e. PAC rea lized roughly 

ha lf the interv iews w ith I T  managers (45%) and the other ha lf w ith  C-

lev el managers and decision-makers from other business a reas (55%). 

The surv ey is the basis for the t rend study a t  hand.  
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The document at 

hand summarizes 

the main f indings 

of the trend study. 

Please click here 

to access the 

complete PAC 

Study.  

https://www.sapvirtualagency.com/FileExplorer/Partners/SAP%20Business%20ByDesign/SAP%20Business%20ByDesign/Professional%20Services/English/PAC%20Trend%20Study_Best%20in%20class%20in%20professional%20services%20-%20Final.pdf
https://www.sapvirtualagency.com/FileExplorer/Partners/SAP%20Business%20ByDesign/SAP%20Business%20ByDesign/Professional%20Services/English/PAC%20Trend%20Study_Best%20in%20class%20in%20professional%20services%20-%20Final.pdf
https://www.sapvirtualagency.com/FileExplorer/Partners/SAP%20Business%20ByDesign/SAP%20Business%20ByDesign/Professional%20Services/English/PAC%20Trend%20Study_Best%20in%20class%20in%20professional%20services%20-%20Final.pdf
https://www.sapvirtualagency.com/FileExplorer/Partners/SAP%20Business%20ByDesign/SAP%20Business%20ByDesign/Professional%20Services/English/PAC%20Trend%20Study_Best%20in%20class%20in%20professional%20services%20-%20Final.pdf
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SUMMARY OF FINDINGS 

The surv ey of 300 decision -makers from sma ll and mid -sized 

p rofessiona l serv ices firms a round the globe showed that  the ma jority 

of indust ry p layers ha v e st rong ambit ions to grow  and to fu rt her 

dev elop their business. On average, they a ttach h ighest p riority to the 

enhancement of serv ice deliv ery and support, and  to the grow th of 

business, both w ith new and ex ist ing clients.  

At  the same t ime, t he surv ey rev ealed that  p rofessiona l serv ices 

companies a re aw are of the cha llenges that  lie ahead of them. The 

creat ion of a  stronger foundat ion for growth and gov ernance, and the 

improv ement of customer rela tionship management and retent ion are 

considered to be the ma jor challenges in  t imes of tough competition, 

demanding customers, and v olatile market conditions. Enhancements 

w ith  regard  to business p rocesses –  including h igher efficiency, quality, 

and t ransparency –  a re of equa l importance to p rofessiona l serv ices 

companies.  

Such a spects a re closely linked to the technological foundat ion of the 

business. How ever,  w hile I T  inv estments might  help  to solv e the most  

p ressing issues, the reduct ion of costs is considered to be another 

ma jor cha llenge.  

On one hand, t he ana lysis rev ea led h igh aw areness among 

p rofessiona l serv ices companies w ith  regard  to the v a lue that  an 

integrated v iew on the p roject  v alue cha in, as w ell a s an adv anced 

approach to p roject  management, market ing, collaboration, and  

ana lytics, can b ring to business. On the other hand,  how ev er, the 

surv ey ex posed sign ificant room for improv ement, and it  appears that 

most  of the decision-makers w ho responded to the surv ey have a lready 

recognized and acknowledged the crit ical a reas.  

The surv ey resu lts clea rly suggest that p rofessional serv ices companies 

a re aw are of the p rogress that could be made in  business with the right 

technology a t  hand.  

How ev er,  what  does th is mean? There is , of course, no officia l defin ition 

of w hat the right  technology foundat ion is for p rofessiona l serv ices 

companies. Accord ing to the surv ey, howev er,  sev eral characteristics 

receiv ed common approval, including b road funct ionality and high 

integrat ion lev els in  combination w ith  the ab ility to enab le agility, 

flex ib il ity , and speed.  
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SELECTED RESULTS FROM THE TREND STUDY 

TOP PRIORITIES AND CHALLENGES IN PROFESSIONAL 

SERVICES 

P rofessiona l serv ices companies have a  v ariety of top ics on top  of their 

agendas, with none clearly standing out :  

  Be it  the enhancement of the serv ice deliv ery, of sa les and ta lent 

management, or the grow th of business a nd the ex pansion of the 

business scope, more than 90% attach h igh or some priority to each 

of these top ics. 

  92% consider reducing costs and creat ing a  st rong foundat ion for 

business growth and cost  control to be a  challenge .  

The message is clear. Firms are seeking p rofitable growth. Add itionally, 

customer centricity is taking center stage : 34% of companies are 

act iv ely p rioritizing the improv ement of CRM. 

Another ma in focus for p rofessional serv ices companies  lies on process 

efficiency: 92% consider it s enhancement to be a  b ig or moderate 

cha llenge. The need to enhance p rocess quality and t ransparency is 

of a lmost  equal importance.  

Considering the h igh relev ance of these top ics, w e get  a n in itial idea 

of how  important  technology is for p rofessiona l s erv ices companies. 

M ost  aspects reflect  the need for adv ancements , for ex ample with 

regard  to p rocess automation, CRM , collaborat ion, ana lytics, and 

sca lab ility. 

 

ASSESSING THE PROJECT VALUE CHAIN 

Why i s  an  in tegrated view required?  

Back in  the 1980s, M ichael E. Porter dev eloped the concept of the 

v a lue cha in , w hich  can be app lied to t rad it ional manufacturing 

p rocesses as w ell a s to the deliv ery of p rojects and serv ices.  According 

to Porter, ev ery bu ilding b lock in  the p roject  (or serv ice) v alue chain 

creates v a lue and can rep resent a  compet it iv e adv antage for a  

specific p rov ider.  
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I n  the d igita l age, th e concept needs to be ex panded. Apart  from 

d ifferent ia ting bu ild ing b locks, companies can create a  competitiv e 

adv antage by th inking across the bu i lding blocks  and integrating 

them. 

In  the t rend study, w e w ere keen to know  more about  the current  

integrat ion lev els of the p roject  v alue cha in in  p rofessional serv ices 

companies. The resu lts show that  it  is low  in  most companies.  

I t  is ev ident that  a  la rge number of p rofessiona l serv ices companies  

a re st il l missing out  on the compet it ive edge that  a  h igh integration 

lev el delivers. 

How i s  the project value chain o rganized? 

We a lso asked p rofessional serv ices companies how  they curr ently 

support  the p roject  v alue cha in  from a  technology perspect ive. The 

follow ing image il lustrates the resu lt s:  

 

 
 

Desp ite the use of business applications, Ex cel is st i l l w idely used: 98% 

of the companies use Ex cel to support a t  least  parts of the p roject  

v a lue chain.  
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© PAC - a CXP Group Company, 2016 
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FOCUS ON SPECIFIC AREAS OF THE PROJECT AND 

SERVICES BUSINESS 

P roject management requires transparency regarding profi tabili ty:  

Consistent and effect iv e p roject  management requires a ll relev ant 

p roject -  and customer-related informat ion to be av ailable on a  v ery 

granula r lev el whenever needed. A sign ificant ma jority confirmed that 

hav ing a  clear v iew on p rofitability by p rojects, by customers, by 

business un it s, and by particular offerings w ould be v ery or a t  least  

somew hat important.  

How ev er, current system landscapes do not  meet these requirements. 

Only 25% sta ted that they w ere able to check the p rofitability of a  

p roject  w ith  min ima l effort  a t  any t ime.  31% admit ted that  th is –  in  

theory –  ra ther simp le requirement is on ly ineffect iv ely fu lfi l led. And 

only 16% sta ted that  they w ere ab le to ret riev e informat ion on 

p rofitab ility in  rea l t ime and with a  h igh lev el of automation.  

Var ious aspects support the finance & accounting function: 

Hav ing h igh t ransparency and av ailability of data  supports finance 

and account ing as well a s the general management of a  p rofessional 

serv ices company. At  63%, the av ailability of detailed information and 

t ransparency about the ut il ization of employees receiv ed the h ighest 

sha re of ap prov al as being v ery usefu l. Other aspects such as receiv ing 

cost - rela ted informat ion instantly or being ab le to close the books 

qu ickly  a re considered usefu l by a lmost  as many respondents.  

The abi l i ty of real -time analytics:  

We w anted to know w hether their analytics systems a llow for rea l -time 

management of the p roject  v a lue cha in and if so, w hether that  

cov ered the w hole p roject  v alue cha in or on ly parts of it .  The resu lts 

ind icate that  the ab ility to manage the ent ire p roject  v a lue chain 

based on rea l- t ime data is st i l l fa r from being standard, w ith on ly 7%  

ab le to do th is.  

Techn ical col laboration suppor ts knowledge work: 

Technical collaboration p latforms or tools are needed as a  foundation 

that  fosters teamw ork and know ledge ex change. The surv ey again 

underlines potent ial for enhancement because these tools and 

p la t forms a re on ly fu lly integrated into t he ex isting system landscape 

in  a round a quarter of companies.  

The path  to segment-of-one marketing: 

The p rofessional serv ices indust ry w as quick to adopt d igital techniques 

in  market ing, but  w e hav e now entered the era  of segment -of-one 

market ing. The resu lt s giv e a  mix ed p icture of current  marketing 

performance and capabilities : 52% of the respondents consider their 

market ing capabilities and performance to be sa t isfactory but  not  

outstanding, w hile on ly 7% consider them to be h igh ly advanced.   
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w ould like to hav e 

a clear v iew on 

profitability by 

projects and 

customers 

93% 
cannot manage 

the entire project 

v alue chain based 

on real-time 

analytics 

26% 
hav e fully 

integrated 

collaboration tools 

and platforms 



B es t -i n- class  i n  t h e gl obal  prof es s ion al  s ervices i n du st ry –  h ow  com pan i es ach i ev e t ran sparen cy, ef f i c ien cy , an d grow t h  -  

C opyri gh t  C X P  Grou p, 2016  
7 

ABOUT SAP 

As market  leader in  enterp rise application sof tw are, SAP  (NYSE: SAP) 

helps companies of a ll sizes and industries run better. From back office 

to board room, w arehouse to storefront , desktop  to mob ile dev ice —  

SAP  empow ers peop le and organiza tions to w ork together more 

efficient ly and use business insight more effect iv ely to stay ahead of 

the compet ition. SAP  applicat ions and serv ices enable approximately 

320,000 business and pub lic sector customers to operate p rofitably, 

adapt cont inuously, and grow sustainably.   

Website: www.sap.com 
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ABOUT PAC 

Founded in  1976, P ierre Audoin Consultants (PAC) is pa rt  of CXP  Group, 

the lead ing independent European research and consu lting firm for 

the softw are, I T serv ices and d igital t ransformat ion indust ry.  

CXP  Group offers it s customers comprehensive support serv ices for the 

ev a luation, select ion and opt imizat ion of their softw are solut ions and 

for the ev aluation and select ion of I T  serv ices p rov iders, and 

accompanies them in  opt imiz ing their sourcing and in v estment 

st ra tegies. As such, CXP  Group supports ICT  decision makers in  their 

d igita l t ransformation journey.  

Further, CXP  Group assist s softw are and I T  serv ices p rov iders in  

opt imiz ing their st ra tegies and go- to-market approaches with  

quantitativ e and qu alitat ive analyses as w ell a s consu lt ing serv ices. 

Pub lic organizations and institut ions equally base the development of 

their I T  policies on our reports.  

Cap italizing on 40 years of ex perience, based in  8 countries (w ith 17 

offices w orldwide) and w ith 140  employees, CXP Group p rov ides its 

ex pert ise ev ery year to more than 1,500 ICT  decision makers and the 

operat ional d iv isions of la rge enterp rises as w ell a s mid -market 

companies and their p roviders. CXP Group consist s of three b ranches: 

Le CXP , BARC (Busin ess App licat ion Research Center) and P ierre 

Audoin Consu ltants (PAC).  

For more informat ion p lease v isit:  www.pac-online.com  

PAC’s la test  news: www.pac-online.com/blog  

Follow  us on Tw itter: @PAC_Consultants  

 

 

 
  

 

PA C -  CXP Gr oup 

Ho l z s t r .  26  

80469 M unich,  Ger many  

Te l .  :  + 49 ( 0) 89 23 23 68 0  

Fax :  + 49 ( 0) 89 71 96 265  

info -ger many @pac-onl ine . com 

w w w .pac -onl ine . com 

 

http://www.pac-online.com/
http://www.pac-online.com/blog
http://www.twitter.com/PAC_Consultants


B es t -i n- class  i n  t h e gl obal  prof es s ion al  s ervices i n du st ry –  h ow  com pan i es ach i ev e t ran sparen cy, ef f i c ien cy , an d grow t h  -  

C opyri gh t  C X P  Grou p, 2016  
9 

DISCLAIMER, USAGE RIGHTS, 

INDEPENDENCE, AND DATA PROTECTION 

The creat ion and d ist ribution of th is study w as commissioned by SAP. 

For more informat ion, p lease v isit  www.pac-online.com.  

Disclaimer  

The contents of th is study w ere compiled w ith the greatest possible 

care. How ev er, no liab ility for their accuracy can be assumed. 

Ana lyses and ev aluations reflect  the sta te of our know ledge in  July 

2016 and may ch ange at  any t ime. Th is applies in  part icular, but not  

ex clusiv ely, to sta tements made about the future. Names and 

designat ions that appear in  th is study may be registered t rademarks.  

Usage r ights 

Th is study is p rotected by copyright . Any reproduct ion or di ssemination 

to th ird  part ies, includ ing in  part , requires the p rior ex p licit 

authorizat ion of SAP  as commissioner . The publication or d issemination 

of tab les, graphics etc. in  other pub licat ions a lso requires p rior 

authorizat ion.  

Independence and data pro tection 

Th is study w as p roduced by P ierre Audoin Consu ltants (PAC) w ithout 

in fluence from SAP  as the commissioner of the study.  

The part icipants in  the study w ere assured that  the informat ion they 

p rov ided w ould  be t reated confident ially. No sta tement enables 

conclusions to be d raw n about indiv idual companies, and no 

ind iv idual surv ey data w as passed to the commissioner or other third  

part ies. All pa rt icipants in  the study w ere selected at  random. There is 

no connect ion between the p roduct ion of the study and any 

commercia l rela tionsh ip  between the respondents and the sponsors of 

th is study. 
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