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ARTICLE INFO ABSTRACT

Keywords: Shared service centre is a transformative organizational approach that fuels operational effi-
Sustainability ciency, cost reduction, and elevated service delivery across diverse industries. Technological
Technology

innovation is paramount for driving organizational success, fostering competitive advantage, and
enabling sustainable growth in today’s dynamic business landscape. The purpose of this research
article is to investigate the impact of technological innovations on the sustainability performance
of shared service centers. Semi-structured email interviews were conducted with eleven practi-
tioners from multinational shared services in Malaysia. The data was analyzed using structural
and pattern coding, and six phases of thematic analysis were applied. The results reveal several
themes related to innovative technologies in shared services, including robotic process automa-
tion, efficiency in service delivery, remote access, cost-effectiveness, customer satisfaction, and
paper waste reduction, that practitioners consider relevant for sustainable performance in shared
services. The findings have theoretical and managerial implications, emphasizing the significance
of technological innovation approaches and sustainable performance in supporting technologies.
This study provides insights for SSCs to adopt innovative technologies for improving their sus-
tainability performance and achieving business goals.

Innovation
Shared service centre
Robotic process automation

1. Introduction

Technological innovation refers to the development and adoption of new technologies, tools, and processes that lead to improved
performance, efficiency, and sustainability in various industries. Technological innovation has become a key driver of growth and
competitiveness for organizations across different sectors. Innovation evolves and transforms the industry and technologies over time
[1]. It enables organizations to optimize their operations, enhance their products and services, and create new markets and oppor-
tunities. Technological innovation adoption has become a crucial factor for businesses globally to stay competitive and meet the
changing demands of their customers. Policymakers have widely acknowledged the significance of innovation as a key catalyst for
economic advancement and growth [2]. Organizations are investing heavily in new technologies to improve their operational effi-
ciency, increase productivity, and enhance their products and services.

Shared service centers (SSCs) are a popular organizational model that enables companies to centralize and consolidate various
administrative and support functions, such as human resources, finance, and information technology [3]. In recent years, technological
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innovation has transformed shared service from traditional back-office functions into strategic of excellence that provide value-added
services to their internal customers. According to Schulman, Harmer [4] reports that shared service is centralized internal organi-
zational service unit that provides support services to multiple business units within an organization. The goal is to streamline op-
erations, reduce costs, and improve the quality of services provided [5]. By centralizing these functions, SSCs can reduce redundancies,
streamline processes, and achieve economies of scale. The adoption of the SSC model has grown rapidly over the past few decades.
Schulman, Harmer [4] mentioned that this business model is driven by the need for organizations to reduce costs, improve efficiency,
and enhance the quality of services provided to internal customers. Specially in Malaysia, it is expected to grow from USD 1.3 billion in
2019 to USD 1.5 billion by the end of 2024 [6]. This sector’s significance lies in its crucial contribution to driving the economic
advancement of Malaysia.

The rapid advancement of technological innovation has ushered in a transformative era for organizations across various industries.
In this context, SSCs have emerged as crucial hubs for optimizing processes, reducing costs, and enhancing service quality [6]. The
integration of technological innovation within SSCs not only holds the potential to revolutionize their operational landscape but also to
profoundly impact their overall sustainability and performance. However, despite its growing importance, there remains a distinct gap
in the comprehensive understanding of the exact nature and extent of these impacts. This study is motivated by the need to delve into
the intricate relationship between technological innovation and SSCs, with a specific focus on its ramifications for sustainability and
performance. By examining the potential transformative opportunities presented by technological innovations like automation and
digital transformation, this research seeks to provide valuable insights into the ways in which SSCs can harness technology to drive
operational efficiency, environmental responsibility, and customer satisfaction.

This study endeavors to offer a nuanced understanding of the multifaceted impacts of technological innovation on SSCs through an
in-depth exploration of real-world scenarios and empirical data. While Lakshmi, Sricharan [7] pointed out that there is a scarcity of
scholarly research dedicated to SSCs, this gap is particularly pronounced when it comes to empirical investigations grounded in a
robust theoretical framework. Ali, Maelah [8] further underscores the limited scope of existing research, characterizing it as nascent
and constrained, lacking comprehensive exploration of the complex dynamics within SSCs. Sun [9] identifies a gap in studies
examining the impact of technological innovation on corporate green technology performance, particularly in terms of the precise
processes involved. Additionally, Avila [10] highlight to the challenges faced by SSCs in adapting to technological transformations,
emphasizing the need for research into how leaders can foster technological literacy and ensure long-term sustainability. Addressing
the gaps identified in previous studies, this research provides valuable empirical insights into an underexplored area within the sci-
entific literature: the impact of technological innovation on SSCs. By focusing on this intersection, the current study significantly
contributes to the existing body of knowledge, offering a fresh perspective on how technological advancements drive efficiency,
sustainability, and operational improvements in SSCs—a subject that has not yet been extensively examined in prior research.

This research’s findings are poised to equip practitioners, leaders, and decision-makers with actionable insights that can inform the
strategic integration of advanced technologies within SSCs, thereby promoting sustainability and enhancing long-term performance.
By focusing on the practical application of technological innovation from financial, process, and customer perspectives, this study
seeks to deepen the discourse on how such innovations can reshape SSC operations. The anticipated contributions are twofold:
advancing the academic understanding of SSCs and offering concrete recommendations for improving organizational effectiveness
through technology. As such, this investigation seeks to address the following research question (RQ), thereby reinforcing its relevance
to both academia and practice.

RQ. How does technological innovation contribute significantly to enhancing sustainable performance within shared services?

The paper is structured into several sections, beginning with a theoretical foundation on technological innovation in section 2,
followed by an outline of the research materials and methodologies in section 3. The interview findings are detailed in section 4, while
section 5 delves into discussions. Section 6 explores the implications of the study, and the conclusions are presented in section 7.

2. Theoretical background
2.1. Sustainability in the context of shared service centre

Integrating sustainability into shared service operations is a strategic decision that supports long-term success, allowing organi-
zations to achieve economic, environmental, operational, and intangible advantages in a competitive market. Moreover, the imple-
mentation of green technology innovations can help businesses tackle environmental sustainability challenges while simultaneously
driving economic and operational growth, and enhancing their corporate reputation [11]. Shared Service Centers (SSCs) are
responsible for providing critical support functions to an organization, and their operations can have a significant impact on the
environment and society. The aspect of sustainability being studied is primarily focused on the sustainability of the SSCs. This sus-
tainability pertains to the long-term viability, efficiency, and performance of SSCs through technological innovation and integration.
Specifically, it highlights how innovations like AI, RPA, and other technologies improve operational efficiency, reduce costs,
streamline processes, and enhance service quality, which contribute to the overall sustainability of SSC operations.

This type of sustainability refers to the ability of SSCs to maintain their competitive edge, continue delivering high-quality services,
and adapt to changing technological and business environments. It ensures that SSCs remain relevant and viable over the long term by
adopting efficient technologies, optimizing resources, and responding to evolving market demands. The emphasis on reducing errors,
improving decision-making, and cost efficiencies further reinforces this operational and economic aspect of sustainability.

The sustainability being studied in this context is the operational and economic sustainability of SSCs, which is achieved through
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technological innovation and continuous process improvements. Bernow and Nuttall [12] described the sustainability link to the
shared service environment as below.

1. Reducing environmental waste by transitioning from paper-based processes to digital processes is an important step in reducing an
organization’s carbon footprint. It can save resources and minimize the environmental impact of paper production, transportation,
and disposal. Digital processes can be implemented across various functions, such as accounting, HR, and procurement, reducing
paper usage and increasing efficiency.

2. Global process harmonization involves standardizing policies and process controls across an organization’s operations, enabling
better governance of its assets, both tangible and intangible. This approach can improve operational efficiency, reduce risks, and
increase transparency. It can also facilitate regulatory compliance and support the SSC’s sustainability initiatives.

3. End-to-end customer, supplier, and employee journeys, coupled with sustainability (Environmental, Social, and Economical) risk
management, can provide valuable insights into the impact of SSC’s operations on its stakeholders and the environment. Process
mining can be used to analyze data and identify inefficiencies, bottlenecks, and opportunities for improvement. It can also help
identify sustainability risks and provide early warnings of potential risks across regions and businesses.

4. Migrating core service management automation to cloud-based solutions can optimize and leverage shared computing resources,
reducing costs, and improving efficiency. Cloud-based solutions such as workflow, process mining, RPA (Robotic Process Auto-
mation), and Al (Artificial Intelligence) can automate routine tasks, improve decision-making, and provide real-time insights into
an organization’s operations. This approach can help organizations stay competitive, meet customer expectations, and achieve
their sustainability goals.

Today, SSCs are widely used across different industries, including healthcare, finance, manufacturing, and retail. SSCs have proven
to be an effective way for organizations to improve their operational performance and support their core business objectives. However,
the adoption of SSCs also comes with some challenges, particularly in the area of sustainability [13]. SSCs can have a significant impact
on the environment, given their size and scope of operations. Technological innovation plays a crucial role in promoting sustainability,
enabling organizations to enhancing economic framework, boosting productivity, optimizing resource allocation efficiency, and
fostering upward social mobility [14]. Therefore, it is essential for SSCs to adopt sustainable practices and technologies to harmonize
economic, environmental, and social concerns, provide benefits to stakeholders and mitigate adverse effects on both the planet and
society.

2.2. Technological innovation in the shared service centre

Technological advances have transformed the world of business. The traditional performance management system involves both
operational and financial aspects. In today’s environment, deploying technology to innovate products and services is essential for
boosting financial results and sustainability. Sharabati, Ali [15] argues that technological innovation plays a transformative role in
boosting organizational effectiveness and promoting sustainability. By integrating advanced technologies, organizations can enhance
both management and operational efficiencies, which are critical for long-term development. Existing research consistently points to a
positive link between technological innovation and improved organizational performance, identifying strategic planning and mar-
keting capabilities as crucial enablers of this relationship. The study further emphasizes that prioritizing investments in technological
resources is essential for driving superior performance outcomes and maintaining a competitive edge in today’s fast-evolving business
environment.

The transition towards sustainability within organizations extends beyond internal advantages, such as improved efficiency and
cost savings, to contribute meaningfully to global environmental conservation efforts. By adopting sustainable practices, firms are not
merely aligning with regulatory or market trends, but are actively participating in reducing environmental degradation [16]. This shift
signifies a broader corporate responsibility where companies acknowledge their role in mitigating ecological damage. The ripple effect
of these efforts, particularly within SSCs, can drive industry-wide changes that accelerate sustainability on a larger scale, benefiting
both businesses and the environment.

In SSCs, technological innovation is a critical driver of operational efficiency and cost reduction. The integration of innovative
technologies within SSCs improves service delivery and organizational efficiency. Technological advancements have enabled the
unbundling of financial and business services, allowing front office, back office, and data centers to be globally distributed [17]. This
has promoted remote work, offering cost savings and access to a global talent pool. Other benefits include standardization of processes,
improved service quality, better access to specialized expertise, and increased focus on core business activities [10,18].

Technologies such as AL, machine learning (ML), robotic process automation (RPA), and process mining have revolutionized shared
services by automating repetitive tasks, streamlining workflows, and reducing errors. These innovations have improved cost efficiency,
allowing SSCs to deliver superior service quality [7]. For instance, Al and advanced data analytics provide real-time insights that
enable better decision-making and optimize resource allocation [19]. These innovations allow SSCs to enhance service delivery and
minimize geographical limitations, which further improves customer satisfaction.

As technology evolves, SSCs must adopt emerging technologies like cloud computing, blockchain, and Al to remain competitive. By
continuously innovating, organizations can improve efficiency, reduce costs, increase productivity, and enhance their market position.
This can lead to sustained growth and profitability. However, the implementation of these innovations in SSCs presents challenges,
with leaders facing the task of promoting the required the technological innovations to ensure that the transition occurs in a sus-
tainable, positive, and beneficial manner for all stakeholders over the long term [10].Thus, the current study aims to fill this gap by
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providing empirical findings on shared services, a topic not extensively covered in scientific literature.
3. Materials and methods

In social sciences, research methodologies are commonly divided into two broad categories: quantitative and qualitative ap-
proaches. Bryman [20] delineates these strategies, noting that quantitative research typically follows a deductive process aimed at
testing existing theories, while qualitative research is more inductive, seeking to generate or refine theory from data collected during
the research process. According to Saunders, Lewis [21], quantitative methodologies are often aligned with hypothesis testing and the
examination of relationships between variables, as Creswell and Creswell [22] emphasize, whereas qualitative methods focus on
uncovering deeper, contextual insights rather than testing pre-established hypotheses.

Quantitative research tends to limit respondents to predefined answers, which can obscure underlying attitudes or emotional
factors [23]. This limitation, as Bryman and Bell [24] suggest, arises because quantitative research is often conducted in controlled,
regulated environments, which may restrict the discovery of emergent or unexpected insights. In contrast, qualitative research pri-
oritizes the subjective experiences of both researchers and participants. Potter [25] describes this approach as one that seeks to un-
derstand the unique dynamics of specific situations, focusing on the richness of participant interactions rather than the predictability of
outcomes.

The choice of a qualitative research method for this study was driven by the need to explore the intricate and multifaceted impacts
of technological innovation on SSCs. Qualitative research is particularly suited for examining complex phenomena where contextual
understanding and in-depth insights are paramount. In this case, the primary aim was to capture the perspectives of SSC leadership
regarding how technological innovations influence key areas such as service delivery efficiency, cost-effectiveness, and customer
satisfaction.

Quantitative approaches would have potentially yielded generalizable results. However, the main limitation of quantitative sur-
veys lies in their rigidity; predefined response categories may constrain participants’ ability to provide detailed explanations or discuss
nuances in how technological innovations impact SSC operations. Surveys tend to capture the "what" but often fall short in explaining
the "how" and "why" behind complex phenomena like technology-driven organizational change [26]. As suggested by Padgett [27] and
Creswell and Creswell [22], qualitative methods are particularly useful when key variables are unclear, when the subject is novel, and
when it has not been examined in the same context before. The strength of qualitative research in this setting lies in its ability to
provide in-depth insights into the complexities of SSC operations.

Moreover, qualitative methods align well with recent trends in SSC and technology studies. Research by Figueiredo and Pinto [28],
and Fernandez and Aman [29] emphasized the value of qualitative inquiry when investigating technological transformations,
particularly when the goal is to understand leadership perspectives and strategic decision-making processes. These studies highlight
that qualitative research can uncover subtleties in organizational behavior and the lived experiences of decision-makers, which are
critical for comprehending the practical and strategic implications of adopting new technologies. This choice aligns with contemporary
research trends, recognizing the importance of qualitative data in shedding light on emerging technological dynamics within
organizations.

3.1. Sample and data collection

The study involved eleven leaders from various shared service organizations in Malaysia. To collect empirical data for this research,
email interviews were conducted with practitioners from multinational shared service organizations based in Selangor and Kuala
Lumpur. The rationale for focusing on respondents from the Selangor and Kuala Lumpur area is due to their significance as the primary
location for shared service industry investment. This region has witnessed substantial investment and development in the shared
service sector, making it a crucial hub for this industry. By concentrating on respondents from this area, the study can gain insights and
perspectives that are representative of the key players and dynamics within the shared service industry in Malaysia.

In qualitative studies, sampling is aimed at identifying a sufficient number of participants or observations capable of offering
comprehensive and detailed data to grasp the phenomenon being studied [22]. The participant count in qualitative studies can vary,
often encompassing between six to twenty individuals, although the range can extend from as few as one to three participants, with no
rigid guidelines [30]. The emphasis should be on participant quality over quantity, and it is advised that researchers take into account
the most critical individuals in their field when determining the suitable sample size. The primary goal should be to accumulate
sufficient data to construct a compelling argument [31]. This choice served as a basis when sending out invitations for participation in
this research study to the respondents within the SSCs.

To achieve a thorough insight into the studied shared service organization, this research concentrated on a participant spectrum
encompassing top managerial tiers like directors and general managers, as well as functional or process managers. Invitations were
sent to individual practitioners through LinkedIn, resulting in 11 successful responses from the targeted 97 leaders who met the
research criteria for multinational SSCs. Throughout the data collection phase, participants were offered the option of face-to-face,
online, and email interviews. Ultimately, respondents chose to partake in the research through email interviews.

The study focused on interviewing SSC’s leadership team, who are typically very busy. The research was invited to the participants
with multiple options of face-to-face interviews, online interviews, and email interviews due to the pandemic situation and its inac-
cessibility. All respondents agreed to participate in the email interviews and completed the data collection portion of the study.
Although the study gained its solid position to answer the all-research question, with this limitation it could not triangulate to replace
traditional face-to-face interviews.
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The qualitative study employed a focused interview methodology, conducted in English, designed to capture in-depth insights from
leadership-level participants within SSCs. The data collection process took place towards the end of 2022, spanning approximately one
month. During this period, a single researcher was responsible for managing the entire interview process. This approach, while
logistically streamlined, presented certain challenges but also allowed for a consistent and uniform data collection technique across all
participants.

Given the seniority and demanding schedules of the interviewees, the researcher opted for email interviews to facilitate partici-
pation while respecting time constraints. Although this method lacks the immediacy and depth of face-to-face interactions, it provided
respondents with the flexibility to offer considered, detailed responses at their convenience. The extended time frame of one month
was crucial for accommodating participants’ availability, thereby ensuring robust and reflective engagement with the research
questions.

Throughout the process, the researcher carefully curated the interview questions to align with the study’s core focus on techno-
logical innovation in SSCs, ensuring the elicitation of data relevant to themes such as service efficiency, cost-effectiveness, and
stakeholder satisfaction. The use of a single researcher enhanced the consistency of the data collection process but also underscored a
limitation in terms of the breadth of interpretation that might have been achieved with a multi-researcher approach. Despite this, the
study produced a comprehensive dataset, enabling a nuanced exploration of the impact of technological innovations on SSC
operations.

The respondents provided general background information such as their name, email, location, shared service operating model,
position, and years of experience in the shared service industry. Using email interviews allowed participants to express their expe-
riences in a comfortable and flexible environment [32]. All the participants had experience in different shared service operating
models, with the finance shared service operating model being the common all of them. Whereas three of the participants have
experience in a multiple shared service operating model. Their years of experience in shared service industry range from 8 to 25 years,
and they have experience in various shared service operating models such as Finance, Information Technology, Human Resource, and
Marketing. The below Fig. 1 illustrating the respondents as per shared service operating model.

To maintain confidentiality, all participants in the study were given pseudonyms to use instead of their real names. These pseu-
donyms were designated as R1, R2, R3, R4, R5, R6, R7, R8, R9, R10, and R11. This participants information is presented in Table 1.

3.2. Data processing

Qualitative data analysis involves the use of first cycle coding methods and second-cycle coding methods to analyze the data. In this
study, the first cycle coding methods applied include the elemental structural coding method, while the pattern coding method is used
in the second cycle due to its ability to classify, prioritize, integrate, abstract, and conceptualize the data set. As Saldana [33] describes,
the structural coding method is appropriate for interview transcripts and semi-structured standardized data, while the pattern coding
method is applied after initial coding to develop meta-codes that present category labels with meaningful attributes. The purpose of
these coding methods is to harmonize with the study’s conceptual framework and paradigm and enable analysis to answer the research
questions directly [33]. Fig. 2 represent the summary of data and analysis process for structural and pattern coding.

3.3. Thematic analysis

This research used the thematic analysis approach for analyzing the data collected through semi-structured interviews. Thematic
analysis was chosen for its flexibility and applicability, as well as its ability to avoid confirmation bias. This approach involves
identifying themes and patterns in the data that are significant and answer the research question. Braun and Clarke [34] proposed six
phases of thematic analysis that were used in the study to guide the analysis process. The thematic analysis process of this study
involved six phases. In phase one, the researchers familiarized themselves with the data by reading each transcript multiple times. In
phase two, they generated initial codes by organizing the data into smaller, meaningful chunks. These codes included both phrases and
individual words mentioned by the respondents. In phase three, the researchers searched for themes by grouping related codes into

COUNT OF PARTICIPANTS

Marketing n
Human Resource n
Information Technology ‘
Finance |

0 2 4 6 8 10 12
RESPONDENTS

SHARED SERVICE OPERATING MODELS

Fig. 1. Shared service operating models of respondents.
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Table 1
Participants information.
Participants Code Position Experience in Shared service Shared Service Operating Model
R1 Finance Operational Risk Manager 16 Years Finance and Information Technology
R2 Order to Cash Manager 18 Years Finance
R3 Shared Service Senior Manager 18 Years Finance
R4 Director Global Business Services 09 Years Finance, Human Resource, and Information Technology
R5 Order to Cash Manager 13 Years Finance
R6 Shared Service Process Manager 14 Years Finance
R7 General Manager 25 Years Finance
R8 Financial Reporting Manager 09 Years Finance
R9 General Manager 08 Years Finance, Information Technology, and Marketing
R10 Regional Finance Manager 08 Years Finance
R11 Order to Cash Manager 12 Years Finance

Structural Coding

- Each transcript was coded on basis of conceptual
phrase and content that represented to inquiry
topics of research questions.

- Each vignette from manual coding was entered
into NVivo 12 either coded with new and existing
coding.

Pattern Coding

- Coded data was categorized into themes and
concepts for initial analytical strategy.

- NVivo 12 software was used to establish the
mind map to discover the themes by linking
codes and vignettes from structural codes
where direct relation was clear. The first cycle
coding method formed the foundation of
_pattern coding.

Fig. 2. Data analysis process.

categories that addressed the research questions. In phase four, they reviewed, altered, and merged the themes as necessary to ensure
they accurately reflected the data set. In phase five, the researchers defined and named the final themes that captured the essence of the
research question. Finally, in phase six, they produced a thematic analysis report on the findings. Fig. 3 illustrates the different phases
and their corresponding names.

The study utilized NVivo 12 software for qualitative data analysis in order to organize, analyze, and gain insights into the semi-
structured interview data. The software is popular among academic researchers due to its ability to handle complex data and pro-
vide quick access. Using NVivo 12 saved time on manual tasks and allowed for more time to be spent on developing final themes and
conclusions [35]. In this study, NVivo 12 software is used to enhance data analysis, and each transcription is coded manually using the
software for consistency [36]. The analysis of coded data turns into categorization to understand the segments in terms of similarity

Phase 6
Phase 5
4 Producing the
Phase 4 ‘ Defint 1 report
efining an
Phase 3 4 naming
Reviewing | themes

Phase2 ¢ """ N ihemes

Searching for
themes

Phasel 4

Familiarizing
yourself with
your data

Fig. 3. Six phases of data analysis method adapted from Braun & Clarks (2006).
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and differences, and all segments are summarized into themes and concepts [37]. This analysis process approach required paying close
attention to the data and identifying themes and patterns amongst the details. The goal was to interpret the data and identify
meaningful ideas and concepts.

3.4. Conceptual model for the study

This model shows that technology innovations have the potential to impact shared service in various ways. A conceptual model was
created for observing the learning and growth impacting the other three perspective of balanced scorecard model which are financial
perspective, customer perspective, internal business perspective, and innovation, learning, and growth perspective. Learning and
growth perspective result in continuous learning and innovation, leading to the development of practices and new technology that
aligns with principles on sustainability, this perspective is included into the model [38]. Specially, this model illustrates the impact of
technological innovations on shared service in most evident in the area of finance, process and customer. This could mean that the
study is interested in exploring how technological innovations are affecting the financial performance of shared service organizations,
how they are changing the processes involved in shared services, and how they are impacting customer satisfaction. By focusing on
these three areas, the study aims to provide a comprehensive understanding of the impact of technological innovation on shared
services. The conceptual model of this study shown in Fig. 4.

4. Findings

The findings from the qualitative analysis of this study provide a comprehensive understanding of how technological innovations
influence various aspects of SSCs. The interviews conducted with respondents have revealed six critical themes: Robotic Process
Automation (RPA), Efficiency in Service Delivery, Cost-effectiveness, Customer Satisfaction, Remote Access, and Paper Waste
Reduction. Each theme has been emphasized and supported by multiple responses, as illustrated in the hierarchical chart.

4.1. Theme 01: Robotic process automation (RPA)

This theme emerged as one of the most prominent in the discussions. Respondents consistently highlighted the transformative
impact of RPA in automating processes, reducing human intervention, and improving overall efficiency. As R6 noted, “When dealing
with transactional volume & standard processes; technology & innovation is key in enabling automation. We have shorten the processing lead
time, increasing accuracy”. Similarly, R9 emphasized that automation is a key area of focus in SSCs, stating, “Technology is a key enabler
of SSC. automation are key focus areas”. R5 reinforced this by explaining the dramatic reduction in manpower required due to auto-
mation, saying, “If previously 10 people is tasked to do one process, now, with Al and tech, we only need 2 people to do it”. These statements
collectively emphasize the centrality of RPA in driving efficiency and cost savings.

4.2. Theme 02: Efficiency in service delivery

Technological innovation was also noted for significantly improving efficiency in service delivery. Respondents shared their in-
sights on how technology enables faster processing, higher productivity, and reduced operational costs. R1 observed, “improves effi-
ciency (faster processing, higher productivity, lower costs, etc.)”. R9 echoed this sentiment, emphasizing that operational excellence is
achievable through technological advancements. R9 stated, “Operational excellence”. The respondents’ experiences collectively point
to how SSCs can achieve greater operational efficiency, allowing them to better allocate resources and streamline workflows.

4.3. Theme 03: Cost-effectiveness

Cost reduction emerged as another important theme. Participants noted that the implementation of technological solutions enables
organizations to reduce their overall functional costs in the long term. R1 stated, “On long-term, it is more cost effective” while R8 further
elaborated, “Technology able to reduce the overall functional cost”. These insights highlight how the adoption of innovative technologies

Impacts on Shared Service

Finance Impacts

Process Impacts

Customer Impacts

Fig. 4. Conceptual illustration of the study in respect of model.
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allows organizations to realize substantial cost savings while maintaining operational efficiency, which is crucial for the sustainability
of SSCs.

4.4. Theme 04: Customer satisfaction

Several respondents highlighted the role of technology in enhancing customer satisfaction, noting that stable, user-friendly digital
platforms can improve the customer experience. R1 remarked, “and provides better customer experience provided the digital platform is
stable in its performance and user friendly, and have good customer service to support users”. This statement reflects the broader consensus
that technological innovations enable organizations to better meet customer needs, thereby fostering customer loyalty and satisfaction.

4.5. Theme 05: Remote access

Remote access capabilities, facilitated by technological advancements, were also discussed by the respondents. They emphasized
the increased flexibility that remote access provides, enabling employees to work from anywhere and improving resilience in business
operations. R1 noted that technology “and provides better accessibility/mobility (more resilience i.e. jobs can be performed anytime any-
where)”. R4 further elaborated on how real-time data availability enhances decision-making processes in remote work settings. R4
stated “- Real time data availability to make decisions”. These insights highlight how remote access technologies have become crucial
enablers of flexibility and efficiency in modern SSCs.

4.6. Theme 06: Paper waste reduction

Lastly, respondents discussed how technological innovations have led to significant reductions in paper usage, contributing to
environmental sustainability. R1 observed, “Digitisation reduces use of paper (lesser waste)” while R4 added, “- move from paper based to
electronic invoices” as a concrete example of how SSCs are transitioning to more sustainable practices. These comments demonstrate
that technological advancements not only drive efficiency and cost savings but also promote eco-friendly practices within SSCs.

The findings of the study, as represented in the hierarchical chart, underscore the multifaceted impact of technological innovations
on SSCs. These charts display information using rectangles of different sizes to represent themes as in Fig. 5. The sizes of the rectangles
are determined by the amount of data associated with each theme. Themes with more data are represented by larger rectangles, while
themes with less data are represented by smaller rectangles. The space occupied by each theme on the chart is determined by the size of

Robotic Process Automation Cost effectiveness

Efficiency in Service Delivery

Customer Satisfaction

Remote Access

Paper waste Reduction

Fig. 5. Hierarchy chart for findings of the study.
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its rectangle. Robotic Process Automation (RPA) and efficiency in service delivery were highlighted as the most significant themes,
reflecting their profound effect on enhancing operational processes. At the same time, technological advancements in remote access,
cost-effectiveness, customer satisfaction, and paper waste reduction also play key roles in shaping the future of SSCs. These findings
provide critical insights into how technology is driving efficiency, sustainability, and performance improvement in shared service
environments. The key themes identified in this study are presented in a hierarchical chart, as shown in Fig. 5, which visually organizes
and highlights the relationships among the central concepts explored in the research.

Similarly, the interview findings are represented through a word cloud, providing a visual depiction of the most frequently
mentioned terms and themes identified during discussions with SSC leaders. This visualization offers immediate insights into the key
focal points of SSC operations, highlighting recurring concepts and priorities that emerged throughout the interviews. The size of each
word correlates with its frequency, providing an immediate visual representation of the dominant concerns and priorities among SSCs.
The larger font size indicates the higher frequency of the word while the smaller font size indicates lower frequency.

The most prominent terms—'"customer," "processing," "technology," "automation," and "cost"—highlight key areas of focus within
SSCs. The frequent mention of "customer" suggests that customer-centric processes and services remain a top priority, reflecting a
commitment to enhancing customer satisfaction and experience through streamlined operations.

"Processing" and "automation" emphasize the ongoing digital transformation efforts within SSCs, where technology is leveraged to
automate routine tasks and optimize service delivery. This aligns with the industry’s drive towards improving operational efficiency
while reducing manual errors and costs. Leaders also underscored the role of technology as a critical enabler of these advancements,
particularly in deploying automation solutions that shorten lead times, enhance productivity, and ensure faster service provision.

The appearance of "people" and "productivity" in the word cloud points to the human element’s importance in driving technological
adoption and ensuring smooth integration of automated systems. The emphasis on "cost" further indicates that SSCs remain acutely
aware of the financial pressures and the need to continuously reduce expenses through automation and process optimization.

In sum, the word cloud provides a snapshot of the major concerns, challenges, and strategic areas of focus for SSC leaders, all of
which revolve around leveraging technology to enhance operational efficiency, reduce costs, and meet customer demands more
effectively. These findings corroborate the broader themes identified in the interviews, where participants consistently highlighted the
need for innovation, technological investments, and a focus on sustainability to ensure long-term success in the SSC landscape. These
findings represented through a word cloud, as shown in Fig. 6, which visually highlights the most frequently occurring terms and key
themes extracted from discussions with SSC leaders.

The conceptual model in Fig. 4 synthesizes the theoretical framework with the empirical findings of this study, offering a robust
explanation of the antecedents and consequences of technological innovation within SSCs. The empirical model, grounded in the
research data, underscores that processes are foundational to enabling robotic process automation and remote access, both of which
play a pivotal role in fostering operational sustainability. This emphasis on process efficiency is essential, as it drives operational
excellence, which in turn, significantly impacts the financial dimension by enhancing cost-effectiveness and contributing to paper
waste reduction.

Subsequently, the model links these process and financial improvements to customer outcomes, most notably through efficiency in
service delivery, which directly affects customer satisfaction. The interplay between these factors—process, finance, and customer-
—presents a comprehensive understanding of how SSCs strategically leverage technological innovations to enhance performance and
sustainability. The model illustrates that these innovations are not isolated improvements but part of an interconnected system where
process optimizations cascade into financial gains and customer satisfaction.

Fig. 7 further elucidates this relationship, offering a clear, visual representation of how these variables interact. While the
framework is inherently self-explanatory, its inclusion ensures that any potential ambiguities are addressed, thereby solidifying the
study’s contributions to the discourse on technological innovation and sustainable performance in SSCs. The model effectively
demonstrates how shared services organizations can strategically deploy technology to achieve long-term operational and financial
sustainability, reinforcing the critical role of innovation in modern business landscapes.

"o "n

Fig. 6. Word cloud showing frequency of words.
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Fig. 7. An empirical model of the study.

5. Discussion

The findings of the study suggest that the shared service industry has fully embraced technological innovation, as its primary
business is to provide numerous services to businesses. This large number of services has forced the shared service environment to lead
the way in technological innovation. Respondents identified few technological approaches towards innovation needs in the trans-
formation process, but perceived that technological innovation has a positive effect on the sustainability and performance of shared
services. These findings align with previous studies that have found that implementing technology can increase the sustainability,
agility, and overall performance of an organization [39,40]. Respondents also indicated that technological innovation can be
cost-effective by reducing functional costs, and they anticipated that it would have a major impact on shared service’s main goal.
Furthermore, respondents believed that technology and innovation enable the reduction of manual activities through automation and
robotics, which can shorten processing lead time. In this respect, previous studies have shown that automation of business activities
can minimize transactional costs and lead times [41,42]. However, the authors of the above studies identified some limitations of the
technology system and tools to meet the expectations of business units. Companies are rapidly establishing their operations of shared
service in Malaysia [43,44]. The emergence of the shared service industry is described as the first step towards innovation in the
platform of technology.

The results of this study conducted among respondents in the shared service industry indicated that technological innovation has a
significant impact on various aspects of process activities. Respondents frequently mentioned robotic process automation (RPA), which
may be due to the shared service’s focus on handling a large volume of transactions with excellent delivery, standardized processes,
and harmonization. To achieve their strategic goals, shared service takes the initial step to explore technological innovation ap-
proaches such as Digital Process Automation (DPA), Artificial Intelligence (AI), Machine Learning (ML), and Intelligent Automation
(IA) [41]. This aspect of technological innovation is given higher priority than others as it enables digital transformation of processes,
which in turn reduces paper waste, reduce operational costs, and eliminates the need for human effort and storage space. Respondents
observed that technological innovation significantly improves the shared service’s efficiency in delivering services. The technological
platform provides opportunities for service delivery solutions in a sustainable manner. For example, in the accounts payable function,
the approval workflow for invoices can be accessed remotely, streamlining the approval process and ensuring that invoices are paid
promptly. This efficient service delivery ultimately satisfies customers.

The preceding discussion demonstrates the importance of operational excellence in the shared service industry, which refers to its
ability to operate efficiently. The findings suggest that technological innovation plays a vital role in the sustainability of shared service
organizations, and its impacts can significantly benefit the finance, process, and customer aspects of shared service. By taking
advantage of technological advancements, shared service companies can optimize their repetitive processes, leading to increased
productivity, cost savings, and improved service delivery. Management dashboards that provide real-time data on accuracy and
responsiveness can help achieve these goals in a cost-effective manner. Such innovation initiatives are adding value to the industry and
bolstering its competitive position [45]. Specialization in digital innovation approaches has the potential to impact business perfor-
mance, resulting in a higher level of efficiency and sustainability for shared service organizations.
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6. Implications
6.1. Theoretical contributions

This study makes a significant contribution to the scholarly understanding of the foundational role of technological innovation in
SSCs, addressing the growing academic demand for insights into how innovative technologies can drive performance improvements.
By examining the critical impact of technology on performance management systems, including process efficiency, stakeholder
engagement, and financial outcomes, this research deepens the understanding of the relationship between innovation and organi-
zational performance in SSCs [40]. Additionally, it highlights the increasing need for SSCs to adopt technological innovations, such as
automation and digitisation, to meet sustainability objectives, both economically and environmentally [14]. The study contributes to
broader academic discussions by showing how SSCs, through the adoption of new technologies, play a crucial role in enhancing ef-
ficiency, cost-effectiveness, and long-term organizational performance, aligning with overall business strategies [12].

6.2. Practical implications

In addition to its theoretical contributions, this study offers actionable insights for practitioners and policymakers on integrating
innovative technologies within SSC operations. It identifies RPA as a key driver of efficiency, automating repetitive tasks to streamline
operations, reduce processing times, and enhance service delivery—an essential recommendation for SSC leaders aiming for opera-
tional excellence [19]. The transition from manual to digital workflows is also highlighted as a critical step for reducing costs,
minimizing errors, and improving profitability, especially in high-volume transactional environments [46]. Beyond internal im-
provements, the integration of technology enhances customer satisfaction by shortening service delivery times and increasing accu-
racy, which strengthens stakeholder relationships and boosts service quality [47]. The study urges leadership teams to fully recognize
the strategic importance of adopting technologies like RPA, cloud computing, and Al, as these innovations are crucial for staying
competitive and sustaining long-term growth. Practitioners are encouraged to foster a culture of continuous technological advance-
ment, ensuring that technology investments align with broader business objectives [7].

In summary, this study not only contributes to academic discussions but also provides clear and evidence-based recommendations
for practitioners looking to harness the power of technological innovation within SSCs. It offers a roadmap for integrating new
technologies to achieve sustainable growth, operational efficiency, and enhanced stakeholder satisfaction.

7. Conclusion

The imperative of technological innovation is essential in fostering sustainable performance within shared service. Sustainable
technological innovation is not just a responsibility but also an opportunity for shared service to improve their environmental impact,
reduce costs, and enhance their reputation. The main aim of this study was to investigate the impacts of technological innovation
contributing to enhance the sustainable performance within shared service. The findings of the study reveal that shared service employ
technology strategically to impact performance and the subsequent impact of sustainable performance, influenced by aspects such as
finance, processes, and customers. Through the integration of technological innovation, specifically through the utilization of robotic
process automation and remote access approaches within the process aspect, shared service can enhance the customer-oriented aspect
by achieving more efficient service delivery and higher customer satisfaction. Moreover, this technological adoption contributes to
advancements in the financial aspect, leading to increased cost-effectiveness and a reduction in paper waste. Therefore, it emphasizes
the significance of sustainable technologies in shared service industry for achieving their main goals and maintaining a competitive
edge. Moreover, it provides valuable insights into the increasing importance of innovative technologies in the equation of strategic and
sustainable shared service development. However, this study is limited to a specific region in Malaysia, making its findings less
generalizable to other regions or countries with different regulatory and management practices. Expanding the research to cover
additional states in Malaysia and local shared services would offer a more comprehensive understanding of how technological
innovation influences sustainable performance in SSCs. Furthermore, the reliance on email interviews with SSC leadership, while
efficient, may have restricted the depth of the data and real-time interaction. Future research should incorporate a mix of interview
formats, including face-to-face and virtual interviews, to enhance data richness and triangulation. The study also focuses exclusively on
SSC leadership, potentially limiting the perspective to the service unit. To capture a broader view, future research should include
business unit stakeholders to provide a more holistic understanding of service performance. Ultimately, expanding the scope of future
research is essential to fully grasp the role of technological innovation in achieving operational excellence and long-term success in
SSCs.
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Appendix 1. Excerpts on Themes Impacting Technological Innovation

Respondents Quotations

Theme 1: Efficiency in Service Delivery:

Respondent 1 “improves efficiency (faster processing, higher productivity, lower costs, etc.)”.
Respondent 2 “market brenchmark”.
Respondent 7 “Positive impact”.
Respondent 8 “and also the quality”.
Respondent 9 “Operational excellence”.
Respondent “Increase efficiency, simplifies”.
11
Theme 2: Robotic Process Automation:
Respondent 2 “Automation, robotic, excel macro”.
Respondent 3 “Make the job easier for staff/customer”.
Respondent 4 “- Automation of manual processes leading to reduced manual controls and errors”.
Respondent 5 “If previously 10 people is tasked to do one process, now, with Al and tech, we only need 2 people to do it”.
Respondent 6 “When dealing with transactional volume & standard processes; technology & innovation is key in enabling automation. We have shorten the processing
lead time, increasing accuracy”.
Respondent 9 “Technology is a key enabler of SSC. automation are key focus areas”.
Theme 3: Cost Effectiveness:
Respondent 1 “On long-term, it is more cost effective”.
Respondent 4 “- Lower cost of products”.
Respondent 8 “Technology able to reduce the overall functional cost .
Respondent “Downsizing”.
10
Theme 4: Remote Access:
Respondent 1 “and provides better accessibility/mobility (more resilience i.e. jobs can be performed anytime anywhere)”.
Respondent 3 “Texhnology need to manage well to work together with people, a lot people have wrong understanding that technology is here to replace human”.
Respondent 4 “- Real time data availability to make decisions”.
Respondent 6 “as we can shift focus to analytics”.
Respondent “remote support definitely will be the trending business pattern we expected”.
11
Theme 5: Customer Satisfaction:
Respondent 1 “and provides better customer experience provided the digital platform is stable in its performance and user friendly, and have good customer service to
support users”.
Respondent 6 “& customers are happy”.
Respondent 8 “which in turns pass the saving to ultimate customer”.
Theme 6: Paper Waste Reduction:
Respondent 1 “Digitisation reduces use of paper (lesser waste)”
Respondent 4 “- move from paper based to electronic invoices”.
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