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Imagine what you could achieve with…
an additional $30 million in cost savings generated 
from your existing source-to-pay process…or a drop 
in bad debt of $10 million…or interest savings of $4 
million. How about a $14 million reduction in gross 
loss? That’s “found” money that could be put back 
into the business, dropped to the bottom line, used 
for acquisitions and so on.

SEPSM is a proprietary business 
process management framework. 
It is an uncompromisingly logical 
yet unique methodology that 
employs granular data analysis, 
ultra-sophisticated diagnostics, 
cross-functional benchmarks and 
technology solutions to maximize 
process effectiveness.  The results 
are better cost, cash and revenue 
outcomes for our clients.

Smart processes that “talk to each 
other,” are far more effective…
and can yield millions in incremental 
dollar value!  

These are real numbers from leading companies 
realizing such gains right now.  What’s more your 
enterprise can see similar benefits with Smart 
Enterprise Processes (SEPSM) by Genpact.

SEP measures granular level metrics that determines leading indicators to deliver desired business outcomes. 
Let’s explore Order to Cash (OTC) SEP that covers sales fulfillment, billing and accounts receivable. It provides 
companies with a roadmap to best-in-class performance on key business outcomes like Days Sales Outstanding 
(DSO), revenue dilution, order to invoice cycle time, customer satisfaction and cost of processing a sale. In OTC, 
SEP benchmarks each sub process against average, median and best in class performance. 

SEP identifies the levers to be improved towards best-in-class to deliver substantially higher 
business outcomes.

Smart Business Processes 
Create Real Value and 
Opportunity

How it works

Think of SEP as a golf swing which can be broken 
down into dozens of components with variations on 
each one. If even one is ‘off’ it affects the game. For 
example, you may get distance but then you hook 
or slice.

Business processes are similarly complex. When they 
are not freed from their traditional silos, properly 
interpreted, and integrated end-to-end with an 
applied scientific approach for benchmarking and 
best practices, the results are equally undesirable.  
What’s more, they can cost an enterprise millions!

Up your game and lower your handicap… 
with better business processes!

Order to Cash (OTC) SEP Metrics Interlinkages

Business 
Outcomes

Billing Collections

Key Insights/ 
Practices

Days Sales Outstanding

Worst in Class Best in ClassMedian

% billed accurately % Collections

[95%]

[   ]

[57%]

[28.5]

Key 
Performance 

Measures

88% 5%

5%

100% 90%

17.5

Accuracy

Workflow to monitor re-bill request and 
standardize billing inputs Link incentives of sales team with $ collected

Collections Efficiency

Do you know how good or bad 
your business processes are?

Do your business processes talk to 
each other to create value?

SEP works by breaking down traditional 
geographic and departmental silos that allow for 
business value leakages, hindering overall business 
progress. 

SEP drives impact by interpreting and interlinking 
business processes in a continuum from the 
start of the value chain up to the end product or 
outcome. In this way SEP forges a chain of smarter 
processes.

Genpact employs SEP (along with business insights 
bred through decades of sophisticated process 
experience) to diagnose value-oozing gaps and 
make the appropriate adjustments. SEP measures 
each part of the process using industry and 
proprietary benchmarks and optimizes through our 
compendium of best practices.



Most viable organizations create highly efficient 
processes that streamline effort and reduce 
costs significantly. In fact, most have cracked the 
efficiency code but may be unaware that there is an 
effectiveness goal that can drive even more business 
value. That’s where SEP comes in. 

Cost of operations reduced 

$2MM savings

Productivity improved by 
streamlining processes and 
removing non-value added 
activities

$1.5 to $3MM savings

Cost savings through spend 
visibility and management

$33MM savings

Gross loss for total volume 
reduced by 10%

$14MM savings

Examples of efficiency and effectiveness in critical business areas include:

Efficiency Plus Effectiveness

Each function or department in an organization 
optimizes their part for efficiency. But, due to 
leakages at the inflection points the overall 
effectiveness of the processes is compromised.

Efficiency Metrics

Order to Cash

Collections

Source to Pay
(Procurement)

Effectiveness Metrics Effectiveness Levers Impacting 
Business Outcomes

Real life examples

Financial Services

Procurement 

Efficiency 			       Effectiveness

Order processing 
cycle time

Orders delivered 
accurately

Faster payments and 
fewer billing disputes, 

offsets and rebills

Eliminated effort and 
cost from self payers

Increased spend 
under management

Checking sourcing 
compliance

Cost and cycle time 
for purchase order 

processing

Calling a priority 
set of customers

Calling all 
delinquents

We can see from the graphic that though Company 
B has higher staff for most of the functions, 
however its performance on most of the key 
business outcomes is far superior.

The improved effectiveness at Company B generates 
an additional $26.5MM of profit annually for a 

Here is an example. Company A and B are in the same industry, with $5 Billion in revenues and their OTC 
teams are 70 and 100 FTE’s respectively.

typical incremental cost of under $2MM - a 13 to 1 
payback. The challenge most companies face is that 
they do not have visibility to some of the granular 
metrics above, such as deductions collected or % of 
billing errors due to master data issues, so they may 
focus on efficiency to compare performance among 
peers.

Efficiency
Measured as no. of staff

+2

+10

+18

-8

+12 +2%

-3%

+15%

-0.25%

+2%

-10 days

Effectiveness
Measured as performance

Customer Master Data

Sub Function

% Billing errors due to 
customer data

% Bad debts

% Orders delivered accurately

% Unapplied cash / Total AR

% Deductions collected

DSO Days

Credit Check

Order Management

Receivables Management

Cash Apps

Deductions Management

-4

Company A Company B

Immediate Conclusion :  Company B with 40% more staff is very inefficient

Real Industry Insights from SEP

Upto

5%
losses due to 

leakage in claim 
processes addressed 

through SEP

$100 
million
saving opportunities

$20 
million
saving opportunities

SEP cuts

50-75%
in spoilage, pricing 

errors and fuel 
surcharges etc.

Insurance company with $2 billion in paid losses Consumer package goods company with $5 billion
 in revenues

Effectiveness in action

Do your business processes contain costs or drive growth?



A tidal wave of economic meltdowns has compelled 
all senior managers to take a closer look at their 
processes to locate lost or hidden value. The 
same conditions have also spawned no shortage 
of consultants. So process roadmaps, blueprints, 
schemas and the like are in long supply. 

One important Genpact difference – like the 
crucial bit of a golf swing – is follow through. The 
SEP Maestros and their project teams don’t just 
deliver the vision of victory, which is where a lot of 
consultants leave off. They prepare a detailed plan 
of action…and then execute it! If you think about it, 
complex process integration solutions demand it.

Identifying the problem is not the end game. 
SEP by Genpact goes well beyond consulting...
we execute for you.

SEP produces a client specifi c roadmap for 
maximizing process effectiveness, which can be 
implemented in a modular fashion to address 
client needs. This can deliver substantially higher 
impact on improved cash fl ows, margins, revenue 
growth or other targeted fi nancial and operating 
metrics, compared with traditional efforts focused 
on effi ciency within individual processes or business 
units. 

As shown in the fi gure below, SEP leverages People, 
Process, Policy and Technology interventions across 
various stages of a process life cycle to deliver a 
detailed implementation road map and desired 
business outcomes. SEP also helps organizations 
identify the work streams or sub processes that need 
to be optimized.

Work Streams for 
Source to Pay (S2P) Q1 Q2 Q3 Q4

Work stream 1 :

Refi ne and Mature Sourcing 
Program

Work stream 2 :

Automation to Increase 
Sourcing Velocity

Work stream 3 :

Supplier Consolidation

People Policy Process Technology

Work stream 4 :

Repeatable Spend Analysis

Genpact’s SEP methodology covers business 
processes across industries and enterprise 
wide functions. The SEP methodology has been 
leveraged to build multiple frameworks categorized 

A Fortune 500 Global Financial Security 
Company Uncovers Opportunities To Improve 
Revenues By $6-8MM 

Our client wanted to improve placement rate of their 
Life Insurance products. SEP assessment revealed that 
despite being Best-in-Class on "cost per application 
submitted", the client had 17 % higher "cost 
per application placed". Genpact identifi ed that 
the placement rate could be improved by process 
improvements aimed at increasing Straight-Through 
Processing and other cycle time reduction initiatives. 

Insight: Through the SEP assessment, we were able 
to directly link placement rates to cycle time. Upon 
benchmarking their cycle time, we identifi ed the gap 
from Best-in-Class on process metrics that explained 
the high cost per place application despite the low 
cost per overall application.

SEP Suites are ready to go for business critical functions  

into business suites as outlined in the fi gure below. 
Genpact provides an end-to-end, enterprise-wide 
view across all processes within these suites to drive 
superior business performance.

A Leading Hi-tech Company Is On The Way To 
Improve Cash Flow And Reduce Total Cost Of 
Ownership (TCO) By $28-40MM

The client faced cost and cash fl ow pressures. A 
fragmented and dispersed sourcing organization 
resulted in high Total Cost of Ownership (TCO) for 
their Procurement processes. Genpact identifi ed 
a potential  $28-40MM TCO reduction through 
increased spend under management, contract 
visibility and compliance, organization realignment 
and usage of technological platforms.

Insight: Our SEP engagement identifi ed that 
tracking and encouraging early involvement of 
sourcing teams in the buying process can ensure 
higher spend under management and potentially 
lower the TCO by $10-14MM.

SEP separates the leaders from the laggards! 

 SEP Suites across Industries and Enterprise Functions

CFO Suite

IT Suite

Enterprise Suite

Consumer 
Finance

Commercial 
Finance

Insurance

Heavy Mfg.
Light Mfg. Pharma

CPG

Healthcare

Retail

Trade 
PromotionsUnsecured 

Lending 
Origination

Loan Origination 

Credit Risk Application 
to Issuance

Claims 
Processing

Patient Flow

Cash Flow

Material Flow

Source to Pay                                                            Order to Cash                                                            Record to Report

Collections                                                            Customer Service                                                            Hire to Retire

IT Helpdesk                                                                                                                                         Infrastructure Management

Store 
Opening

 Logistics 
Planning

Ware-
housing

Loan 
Origination

Credit Risk

Disbursal and 
Servicing

Trade 
Promotions

Clinical Data 
Management

Pharmaco
Vigilance

Sales Force 
Effectiveness

Demand 
and Sales & 
Operations 
Planning

Direct Sourcing & 
Procurement

Inquiry to Order

Demand and Sales 
& Operations 

Planning

Direct Sourcing & 
Procurement

Inquiry to Order

Aftermarket 
Services

Aftermarket 
Services



Genpact is 100% focused on business 
process and technology management. Our 
51,000+ employees are engaged in improving 
our client’s processes to drive measurable 
impact. SEP is our strategic initiative based 
on work done in the Genpact Process 
Innovation Lab. We leverage our extensive 
200 million-plus transaction database to map 
and analyze core end-to-end processes with 
microscopic precision. With our experience of 
managing more than 4,500 different business 
processes for over 600 clients, we have 
created intellectual property enabling us to 
diagnose effectiveness from within and across 
industries with remarkable clarity for greater 
fi nancial results. Moreover, Genpact has the 
largest global analytics and research services 
organization, over 3400 strong, and the single 
largest pool of dedicated Lean and Six Sigma 
experts in the industry.

“Our partnership with Genpact has provided 
us cost-effi cient business processes and the 
process rigor and metrics that enable us to 
achieve ever-higher levels of performance. We 
look forward to continuing our progress by 
leveraging Genpact Smart Enterprise Process 
Methodology.” 

Frank Cocuzza, CFO, Penske

“The SEP diagnostic cuts across business silos 
and concentrated on the effectiveness of an 
end-to-end process and mapped Symantec’s 
performance at every step of a process, 
measured against  benchmarks and provided 
us a clear transformation roadmap on actions 
required to move towards best-in-class” 

John B. Sorci Jr., Vice President,
Global Operations,
Symantec Corporation
 

The Genpact pedigree is all 
about smart business processes

For more information, please write to sep@genpact.com
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SEP won NASSCOM’s Innovation Award 2011 for 
Process Innovation.

The National Association of Software and Service 
Companies (NASSCOM), recognized Genpact’s SEP 
methodology for its scientifi c approach, process 
excellence, innovation framework  and the business 
impact delivered to clients.

Process Innovation Awards 

SEP won the BPO Excellence Awards 2010 - 2011 
for being the ‘BPO Innovation of the year’.


