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From Shared Services Centers to AI Value Centers
• Agenda

01 | Why Change Now?

Service Centers at an Inflection Point

02 | The Autonomous Enterprise

Understanding the Future Operating Model

03 | From Shared Services to AI Value Centers

How Work, Talent and AI Evolve Together

04 | Building the Workforce of the Future

Skills, Change Management and Leadership

Today we will be 
discussing…



3

Meet the team
• Kyndryl Consult, Costa Rica Collaborative Center

Emanuel Carvajal
Sr Managing Consultant - Application Modernization 

Solutioning Leader

Fressie Brenes
Sr. Program Manager - Kyndryl Consult



"The real question is not whether AI will transform our industry? …The question is whether Costa Rica will lead that 

transformation by developing the skills, leadership and change mindset required to build the next generation of AI 

Value Centers."
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Autonomous Enterprise
• The future is not doing more with less. It is creating more value with the same capacity.

✓ An Autonomous Enterprise is an 

organization where humans define 

intent, priorities, policies and 

controls, while intelligent platforms and 

AI agents execute, coordinate and 

continuously optimize an increasing 

portion of business operations.
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*SAP case of study
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Service centers are at an inflection point
• Three forces are changing the value contract with the business.

01  Structural pressure

✓ More speed

✓ Higher productivity

✓ Better experience

✓ Scarcer talent

02  Intelligent ERP

✓ Embedded AI

✓ Contextual assistants

✓ Agents that execute

✓ Connected data

03  New mandate

✓ From SLAs to outcomes

✓ From transactions to decisions

✓ From execution to innovation

✓ From cost to value
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What does an autonomous enterprise mean?
• It is not an enterprise without people. It is an enterprise where intent, execution and control work as one system.

HUMAN INTENT
Defines priorities, policies, boundaries 
and expected outcomes.

INTELLIGENT 

EXECUTION

Assistants and agents coordinate end-
to-end tasks and workflows.

GOVERNED 

FOUNDATION

Data, context, security, compliance 
and traceability.



7

Autonomous Enterprise Key Elements
• The SAP Case
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Autonomous Enterprise Blueprint
• The SAP Case



ERP moves from recording work to orchestrating it
• AI moves from an external tool into the daily operational workflow.
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Detects Events

anomalies & priorities

Reasons Context

rules & options

Acts Execute tasks

Coordinate Workflows

Escalates Exceptions

Sensitive decisions

Learns Feedback

Continuous improvement
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From Share Services Centers to AI Value Centers
• Evolving from transaction execution to autonomous value creation through talent, data, and AI agents

TRANSACTIONAL
SHARED SERVICES

Human-led eff iciency

Volume and cost efficiency

Manual and repetitive processes

Human-intensive supervision

GLOBAL BUSINESS
SERVICES

Standardization + automation

Standardized end-to-end processes

RPA and workflows in core processes

Integrated data and global teams

DIGITAL VALUE
CENTER

Intelligence + value creation

Data-driven decision-making

Intelligent automation

Predictive business insights

AI VALUE
CENTER

Autonomy + orchestration + innovation

AI agents orchestrate processes

Human intent and autonomous outcomes

Continuous innovation and new models

THE EVOLUTION ACROSS FOUR DIMENSIONS

● PEOPLE Task executors → Process specialists → Business analysts and advisors → AI designers and orchestrators

▣ PROCESSES Manual and people-dependent → Standardized and automated → Intelligent and predictive → Autonomous and adaptive

◉ DATA Fragmented in silos → Integrated and governed → Analytical and real-time → Context-aware + generative AI

◆ AGENTS No agents → Bots and automation → Copilots that recommend → Autonomous agents that learn

10
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How does work change across corporate functions?
• Agents absorb routine coordination while people elevate analysis, judgment and improvement.

FINANCE

Reconciliation and close

Exception analysis

Business partnering

PROCUREMENT

Intake and validation

Purchasing 

recommendations

Value and risk 

management

SUPPLY CHAIN

Event monitoring

Response orchestration

Resilience decisions

HR / CX

Request resolution

Contextual experiences

Journey design

Executes

Supervises

Transforms

Executes

Supervises

Transforms

Executes

Supervises

Transforms

Executes

Supervises

Transforms
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Human-in-the-loop: autonomy needs better controls
• Human oversight does not disappear. It focuses where impact, risk and ambiguity are highest.

AI executes

Volume, repetition, speed and 

consistency.

People decide

Exceptions, risk, ethics, context and 

relationships.

Together they improve

Feedback, learning, redesign and 

sustainable value.

Generative & 
Agentic AI

Critical 
Thinking

Data literacy
Governance, 

risks and 
ethics

Process 
Intelligence

Storytelling & 
change

The new competitive advantage is a hybrid skills portfolio
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Talent does not disappear. It moves toward new layers of value.
• The challenge is to build bridges from current roles to augmented capabilities.

Process Executor AI Process Designer
Redesigns the flow and defines where people and agents 

intervene.

Operations Team Lead AI Supervisor Monitors performance, exceptions and decision quality.

Functional Analyst
Process Intelligence 

Analyst
Turns process data into improvement opportunities.

Control / Risk AI Governance Lead Defines policies, accountability, evidence and controls.

Business SME Business Architect Connects digital capabilities with business outcomes.

13
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Change management turns technology capability into adoption
• An AI Value Center is built through new behaviors, roles and reinforcement mechanisms.

UNDERSTAND

Why change

✓ Shared vision

✓ Impact by function

✓ Value case

PREPARE

What changes 

for me

✓ Roles and decisions

✓ Impact map

✓ Skills plan

ENABLE

How I work 

differently

✓ Role-based learning

✓ Practice in real 

processes

✓ Champion network

ADOPT

Turn use into 

habit

✓ In-flow support

✓ Feedback and 

adjustments

✓ Visible leadership

SUSTAIN

Scale value

✓ Adoption metrics

✓ Recognition

✓ Continuous 

improvement

14
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Change must be integrated into the roadmap, not added at the end
• Every technical phase needs a verifiable human outcome.

DISCOVER

TRANSFORMATION

Use cases + impacted 

groups

CHANGE OUTCOME

Alignment

Leaders understand the 

purpose and sponsor the 

change.

TEST

TRANSFORMATION

Pilots + learning in 

the flow of work

CHANGE OUTCOME

Trust

Teams practice, challenge 

and provide feedback.

INDUSTRIALIZE

TRANSFORMATION

Platform + new roles

CHANGE OUTCOME

Capability

People operate augmented 

processes with clear 

accountability.

TRANSFORM

TRANSFORMATION

End-to-end redesign + 

careers

CHANGE OUTCOME

Sustainability

Use, value and continuous 

improvement become part of 

the operating model.

15
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The call to action
• Do not wait for the role to change. Start designing the role that comes next.

Choose

• One repetitive task you 
should stop executing 
manually.

Learn

• One skill that enables you to 
collaborate better with AI.

Redesign

• One process where people 
and agents can create more 
value.
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Questions?
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