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Formation of Shared Service Centers
for Dispersed Indirect Service Departments
— Example of the Yamato Lab Assistant Center —

Norio Nishimoto and Yumiko Komuro
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The idea of combining information systems, personnel, general affairs, accounting and other non-
core indirect operations into a shared service center (SSC) in order to improve services levels and
reduce costs has been implemented and has produced good results for many companies.
Assistant services (secretarial work) are one such indirect operation. But, because the
departments receiving the assistance are dispersed, it has been difficult to reduce costs by
centralizing the operations, and under the conventional SSC approach, it has been difficult to evaluate
the effects. In this paper, I examine the establishment of the Yamato Lab Assistant Center,
which is responsible for assistant services. My examination covers the operational
reorganization of indirect departments with dispersed operations, not only from a cost
perspective, but also from a SSC value perspective focused on customer satisfaction.
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