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 are the 
top priorities for ICT departments over the next 
three years

67%

Systems security and systems 
upgrade/maintenance

Smaller organisations

33%

50% 65%

1.2:1

face a greater opportunity to improve their 
productivity, with the proportion of corporate 
services costs and workforce representing almost 
double the percentage of larger organisations

of respondents believe shared services  
provide their organisation with economies  
of scale, while believe it has no 

impact on their 
efficiency

of CAC body Boards and 
of FMA agency Audit and Risk Committees come 
together at least four times per year

The ratio of APS level employees to EL and SES 
employees in corporate services is, on average,

52%
of CFOs are working closely with the CEO and 
other senior executives to define the business 
strategy, rather than playing a supporting role
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Foreword
Firstly, let me express my sincere thanks to those 
agencies that participated in this the first annual 
benchmarking report on corporate services in the 
Commonwealth public sector. With insights from  
25 government organisations, we hope this becomes 
a thought provoking document for all public sector 
agencies.

The report explores the processes, effort, priorities 
and strategies being employed across corporate 
services functions to better understand the role these 
areas are playing in enabling agencies to deliver their 
core business and help to identify leading practices 
that drive productivity.

Productivity in the Australian Public Service has 
never been more important.  In a changing political 
and economic climate the question of how to do more 
with the same amount or fewer resources is at the 
heart of ensuring the continuation of the successful 
delivery of services.  Not enough is done however, 
to effectively measure and analyse productivity in 
the public service and understand how this links to 
delivering government objectives. 

There are many paths to improving productivity and 
each organisation will face unique challenges. It is 

our hope that this benchmarking exercise will aid 
analysis by providing fact based evidence to inform 
business decisions. With the right information and 
the right approach, corporate services areas can 
deliver long lasting improvements that optimise 
productivity across the entire organisation.

If you would like to discuss the key insights from  
this report, please speak to your PwC representative 
or one of the experts listed in the contacts section  
of this report. 

We look forward to growing this benchmarking  
study in future years and working with you to  
ensure the information remains relevant and 
continues to provide insights that are important  
to your organisation.

Terry Weber

Partner
Federal Government Lead 
Canberra 
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About this report

25 

Federal Government 
organisations 
benchmarked, with median 
operating expenditure of  
$177 million per annum 

 

PwC is pleased to release  
its first annual Federal 
Government benchmarking 
report on corporate services. 
This report contains data from 
25 government organisations 
with median operating 
expenditure of $177 million  
per annum – including  
19 Financial Management  
and Accountability Act 1997 
(FMA Act) Agencies and  
6 Commonwealth Authorities 
and Companies Act 1997  
(CAC Act) Authorities.  

Understanding 
this report  
This report illustrates key 
commonalities, trends and 
outcomes that have emerged 
from the 25 respondents to the 
survey. We recognise that 
questions can be open to 
different interpretation in the 
survey’s first iteration. This 
report should be seen as a 
starting point for further 
discussions, rather than a 
conclusive assessment in any 
one particular area. 

For the purposes of  
comparison, organisations  
have been grouped into three 
cohorts based on their 
departmental operating 
expenditure for 2012-13. 

Disclaimer 
PricewaterhouseCoopers has 
not verified, validated or 
audited the data used to 
prepare this benchmarking 
report. PricewaterhouseCoopers 
makes no representations or 
warranties with respect to the 
adequacy of the information, 
and disclaims all liability for 
loss of any kind suffered by any 
party as a result of the use of 
this benchmarking report. 
 

7 Small 
organisations  

< $100m 

13 Medium 
organisations  

$101 m - 
<$500 m 

5 Large 
organisations  

> $501 m 

Benchmarking participants by total departmental operating expenses for 2012-13 
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Productivity and the role of 
corporate services 

68% 
of organisations are not 
entirely confident they 
can deliver against 
government outcomes 
within their allocated 
budget, suggesting 
improving productivity 
will be important 

Productivity relates to the  
rate at which inputs can be 
converted into useful outputs. 
In one sense it is about 
achieving new or better ways  
of working and removing 
inefficiencies without 
compromising outcomes. 
Productive corporate services 
therefore allow an organisation 
to direct the maximum amount 
of resources to undertake the 
core business activities that 
deliver these outcomes. 

Recent increases to the 
government’s efficiency 
dividend have made it difficult 
for organisations to take a 
structured approach to 
implementing long lasting 
performance improvements.  
In many cases, organisations 
resort to multiple cost cutting 
measures. However, limited 
opportunities remain to cut 
costs without impacting  
service delivery. 

This benchmarking study 
indicated that 68% of all 
respondents are not entirely 
confident that they can deliver 
against government outcomes. 
This highlights the imperative 
for organisations to shift their 
focus from pure cost cutting  
to productivity initiatives. 
Interestingly, both the small 
and large organisations have  
a higher level of confidence 
when compared to medium 
sized organisations. 

To boost confidence levels  
and optimise productivity 
within the resources available, 
organisations need to take a 
cross functional look at their 
performance and invest in areas 
that provide the most value to 
their organisation. 

  

Figure 1: Confidence to deliver on all commitments within allocated budget 

0% 20% 40% 60% 80% 100%

Small

Medium

Large

Total Population

1 - 7

8 - 9

10

Confidence  score

 

Respondents: 25 
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Total cost of corporate 
services per person is, on 
average, approximately 

$24,000 
per annum 

With corporate services  
costs representing a median  
of 15% of an organisation’s  
total departmental operating 
expenditure, there is a strong 
argument for improving 
productivity. Smaller 
organisations in particular face 
an even greater opportunity  
to improve the efficiency and 
effectiveness of corporate 
services, with costs representing 
almost double the larger 
organisations. 

In addition to this, nearly all 
small organisations and many 

medium organisations are 
facing significant declines in 
budget over the next financial 
year (including in the delivery  
of Finance and Budgeting 
services). This will put 
increasing pressure on these 
functions to deliver outcomes 
with fewer available resources.  

It is no surprise that the 
allocation of resources within 
corporate services is widely 
varied across government 
organisations. As a result, 
organisations are faced with 
complex financial and 
workforce allocation decisions 
as they aim to understand 
leading practices to strike  
the right balance between 
lowering costs, flexibility  
and growth. Increasing the  
level of transparency around  
the efficiency and effectiveness  
of corporate services functions 
is an important first step in 

understanding their ability to 
better support organisational 
strategy.  

Currently, the total cost of 
corporate services per full-time 
equivalent (FTE) employee is, 
on average, approximately 
$24,000 per annum (excluding 
property), with Information and 
Communications Technology 
(ICT) representing the largest 
cost. As expected, larger 
organisations have  
the ability to benefit from 
economies of scale; corporate 
services cost per FTE in small 
organisations is much higher 
than that of large organisations. 
This suggests a level of fixed 
cost exists for the operation of 
corporate services, independent 
of organisation size. 

 

Figure 2: Corporate Services costs per $’000 of total departmental operating expenses 

 $-  $20  $40  $60  $80

Internal Audit
HR

Legal
ICT

Finance & Budgeting
Procurement

Public relations
Ministerial support

Median  
Excludes property costs  Respondents:24 

 

Figure 3: Corporate Services  
costs as a percentage of total  
departmental operating expenses 

Figure 4: Corporate Services  
costs per Average Staffing Level (ASL)  
per annum 

15% 16% 16%

8%

Total Small Medium Large
Median  

$23.7k

$36.5k

$26.8k
$22.7k

Total Small Medium Large
Average  

Excludes property costs                   Respondents: 24 Excludes property costs                   Respondents: 24 
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Finance supporting the 
business 

52% 

of CFOs are working 
closely with the CEO and 
other senior executives to 
define the business 
strategy, rather than 
playing a supporting role 

Many organisations have seen 
the role of the finance function 
shift from providing traditional 
transaction-based services to 
driving organisational strategy. 
This role is becoming 
increasingly important as 
organisations face pressure  
to deliver against government 
outcomes with less resources. 
The benchmarks show a 
correlation between the role  
of the Chief Financial Officer 

(CFO) and the confidence of an 
organisation to deliver against 
government outcomes. 
Organisations that have CFOs 
working closely with the Chief 
Executive Officer (CEO) and 
other senior executives to define 
the business strategy tend to 
have a higher level of confidence 
when compared to those 
organisations that leverage 
CFOs to provide analytical 
support to the business as 
requested.  

This presents an opportunity  
for organisations to harness  
the unique insights offered  
by CFOs, particularly for 
medium sized organisations 
that have relatively lower  
levels of confidence.  

To support the strategic plans  
of the organisation and inform 
business decisions, the 
formulation of management 

reports is considered to be one 
of the most important services 
the finance function provides  
to the business. The results 
show that most finance 
functions prepare forecasts  
to inform business decisions  
on a monthly basis (58%) and 
review the format and content 
of their management reports on 
a quarterly or six monthly basis. 
This timely and relevant insight 
allows organisations to engage 
in meaningful discussions  
and guides decision making  
by aligning performance with 
strategy.  

As organisations continue to 
look for innovative ways to do 
more with less, the finance 
function will play an important 
role in providing insights on 
performance and forward-
looking information, which in 
turn leads to improved decision 
making and better outcomes. 

 

Figure 5: The role of the CFO in the development of strategy  

What is the role of the CFO in the development of the organisations business strategy? 

0%

20%

40%

60%

80%

100%

Total Population Large Medium Small

Provides analytical support to senior management as requested and/or
comment on strategy proposal

Works closely with the CEO and other senior executives to define the
business strategy

 
Respondents: 25 
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Figure 6: Frequency of board / senior 
management report review 

Figure 7: Frequency of forecast 
preparation 

How often do you review your board / senior 
management report for alignment to the strategic 
business initiatives or plan? 

What is the primary frequency of forecast 
preparation? 

32% 32%

4%

28%

4%

Every 3
months

Every 6
months

Every 9
months

Every 12
months

Unable to
say  

58%

25%

8% 8%

Monthly Quarterly On Request Triggered by
material event  

Respondents: 25 Respondents: 25 
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Optimising the productivity of 
your finance function  

On average, large 
agencies complete month-
end in just 3 days or 
less, while smaller 
agencies take 5 days 

The challenge for an 
organisation’s finance function 
is that often it is required not 
only to deliver greater value to 
the business, but to do this 
while also increasing cost 
efficiencies. The analysis shows 
that finance costs are one of the 
highest corporate services costs 
incurred by organisations (along 
with ICT and Human Resources 
(HR)). Similarly, finance FTE 
employees are one of the three 
largest groups across corporate 
services. Given this, optimising 
the productivity of the finance 
function is likely to deliver 
visible efficiencies for an 
organisation. 

The right cost 
allocation 
Respondents in the highest 
quartile are able to operate their 
finance function at around 0.5% 
of total departmental operating 
expenditure. The median cost of 
finance reported by survey 
respondents is 1.75% of 
operating costs. It should be 
noted that the median cost of 
finance in Australia is 
significantly higher than the 
global median, with Australian 
companies at 1.5% of revenue 
compared to about 1% globally. 

Improving 
processes 
While 90% of operating units 
adhere to month-end timelines, 
a fast close and consolidation 
process instantly reduces the 
time spent by the finance team 
on closing the books, an 
essential but ‘backward looking 
activity’ and releases them to 
work alongside the business on 
new initiatives and other value-
adding activities.  

The findings suggest that,  
while some respondents have  
an opportunity to derive 
significant improvement in 
month-end reporting 
components of their finance 
function, many were already 
meeting or exceeding better 
practice benchmarks.  

PwC’s global corporate services 
benchmarking insights show 
leading trend organisations 
complete month-end close  
and consolidated reporting in 
five business days. We found 
that large agencies complete 
month-end in just three 
business days or less, while 
smaller agencies took five days, 
suggesting large agencies 
benefit from economies of  
scale and process efficiencies.  

 

Figure 8: Median number of days to complete month end 

What is the number of business days taken, on average, to complete month-end close? 

3

4

5

Large

Medium

Small

 
Respondents:25 

 

 



Optimising the productivity of your finance function 

Federal Government benchmarking on Corporate Services 2013 
PwC 9 

Figure 9: Review of month-
end manual journals 

How often do you review your 
month-end manual journals to 
ensure they are critical and 
material to the overall result? 

68%

12%

16%

4%

Monthly

Quarterly

Annually or longer

No process in place

 

Respondents: 25 
 

While organisations 
demonstrate a relative  
efficient month-end cycle,  
the study indicates that some 
finance functions are spending  
a considerable amount of time 
processing manual journals –  
a median of 70 per month –  
and reviewing journals on  
a monthly basis to make sure 
the data is right.  

The number of journals varies 
significantly across agencies 
from as little as one journal  
per finance FTE to more  
than 50 journals per finance 
FTE each month. There is no 
evident relationship between 
organisation size and the 

number of manual journals 
processed. The number of 
manual journals required  
may therefore reflect the  
unique processes and systems  
of individual organisations. 
Removing or reducing manual, 
time consuming tasks such  
as this, allows the finance 
function more time to spend  
on analysis and generating 
insights for the business,  
or reduce the overall cost  
of the finance function. 

 

Figure 10: Number of manual journals processed each month 

How many manual journals are processed on average each month? 
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Respondents:23 
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More than 

20% 

of organisations are 
manually loading 
information into 
spreadsheets to produce 
financial reports 

The use of 
technology 
Removing manual processes 
and freeing up staff to focus on 
value adding activities requires 
improvements in technology 
and automation of processes. 
Despite the existence of many 
platforms designed to enhance 
reporting efficiency and 
accessibility, we found that  
less than 20% of organisations 
have a self-service reporting 
application, enabling business 
units to access the information 
and work in the system. At the 
other end of the spectrum, 
many organisations (21%)  
are still loading information 
into spreadsheets which  
require manual manipulation.  
4 out of the 12 medium sized 

organisations that responded  
to this question are still 
performing manual 
manipulation of data to produce 
reports. This may prove to be 
the most cost-effective option 
for these organisations (in an 
environment where almost 
every organisation has its  
own stand-alone Financial 
Management Information 
System), however it leaves less 
time to focus on interpreting the 
results and generating insights. 

Reviewing the practices across 
key areas such as process 
efficiency and technology, 
highlights opportunities for the 
finance function to achieve 
greater efficiency and 
effectiveness within the 
resources available. 

Figure 11: Month-end reporting 

For the majority of key financial reports, select one option that most aligns with the current state of 
your organisation. 

0% 5% 10% 15% 20% 25% 30% 35%

Ledger data is downloaded into spreadsheets, with
manual manipulation of data required to produce

reports

Ledger data is downloaded into controlled
spreadsheets and no manual manipulation of data is

required to produce reports

Standard reports are run from the Ledger system's
defined list of management reports

Organisation-level defined and tested management
reports are hard-coded into a list in the company's IT

systems

Self-service / on-line reporting / Business Intelligence
applications

Large Medium Small
 

Respondents:23 
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The greatest challenge faced 
by CIOs 

The highest concern for 

4 in 10  

CIOs is the non-availability 
of ICT services 

 

The highest concern for Federal 
Government Chief Information 
Officers (CIOs) is the non-
availability of ICT services and 
the alignment of ICT services 
with the needs of the business. 

These concerns are pulling CIOs 
in two different directions: 
business-as-usual ICT and 
strategic ICT. Getting the 
balance right between ICT 
infrastructure, systems and 
applications while driving the 
organisation forward is one of 
the greatest challenges faced by 
CIOs. Both are equally 
important as they play a central 
role in helping an organisation 
achieve their priorities and 
improving productivity.  

ICT departments have endured 
multiple cost-saving measures 
and increasing performance 
requirements, following the 
initiation of the ICT Reform 
Program in 2008.  

This makes it challenging for 
CIOs to meet the demands of 
the business and achieve the 
government’s ICT Strategic 
priorityi areas of:  

• delivering better services 

• improving the efficiency of 
government operations 

• engaging openly with all 
stakeholders. 

Leading CIOs will use feedback 
to determine which services are 
valued and critical to the 
organisations success. 60% of 
respondents indicated that a 
formalised (although not 
regular) process was in place to 
collect this feedback (either 
through regular surveys or 
benchmarking). 21% use 
informal means of collecting 
feedback.  

Figure 12: The CIOs highest concern 

Which issue is your CIOs highest concern that would 'keep them awake at night'? 

0% 10% 20% 30% 40%

Advanced Persistent Threat (being hacked)

The possibility of non-availability of ICT Services

The integrity of ICT Services

The alignment of ICT Services with Business Needs

Staffing and financial resources

ICT Strategy

Large Medium Small
 

Respondents:24 
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The results indicate that 
organisations who are highly 
concerned with the alignment of 
ICT services with business 
needs and 70% of organisations 
for which non-availability of ICT 
services is a key concern collect 
formal feedback from users. 
This suggests that while ICT 
departments understand user 

needs, the ability to manage the 
complex demands from multiple 
stakeholders and align this to 
the needs of the business 
remains a challenge.  

As ICT becomes more 
coordinated across government, 
CIOs will shift their focus from 
business-as-usual ICT to using 

ICT to help the organisation 
achieve their strategic priorities. 
This will likely lead to different 
challenges and the requirement 
for a different set of ICT 
capabilities and skills to those 
currently held within 
organisations.  

 

Figure 13: Methods ICT departments use to measure user satisfaction 

How does the ICT organisation measure user satisfaction with service and support? 

 
Respondents:23 

 
 
ICT services currently  
represent one of the largest 
corporate functions within an 
organisation with over 50% of 
corporate services FTE. 

When asked how ICT  
functions are funded 86%  
of respondents stated that  
it was a headquarters expense 
with no allocation to business 
units or user departments.  
This approach to funding has  
in the past lead to a decrease  
in user efficacy behaviour. 

 

Figure 14: ICT funding model 

How are ICT expenses funded? 

86%

5%

9%

Headquarters expense (No allocation
to business units or user departments)

Headquarters alloction (Business units
/ user departments pay for ICT services

based on headquarter allocation)

Other

 

Respondents:22 
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Informal feedback from users
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The top priorities for ICT 
departments 

Systems security and 
systems upgrade/ 
maintenance are the top 
priorities for ICT 
departments over the 
next three years 

The priorities of ICT 
departments are critical to 
productivity growth and 
delivering better services.  

Systems security and systems 
upgrade /maintenance are  
the top priorities for ICT 
departments over the next  
three years. Both are important 
because as organisations 
continue to automate processes 
for staff and customers,  
there is an imperative for 

reliable ICT services to continue 
to deliver faster, more efficient 
processes, while ensuring  
that information is protected 
appropriately. 

While cloud computing and  
e-commerce are not considered 
a top priority for respondents, 
the Telstra 2013 survey  
of public sector organisations 
found that cloud computing  
and e-commerce are the most 
notable growth areas for  
ICT investment in the next  
two years.  

Systems security 
Organisations are now faced 
with an increasing reliance on 
ICT systems to store and 
process sensitive information 
while introducing innovative 

means of accessing and 
transferring this information 
through e-commerce and  
cloud computing, for example. 
Conflicting demands from  
an agency’s customer base for 
this innovation, plus legislative 
requirements for the protection 
of information have increased 
the focus on security of ICT 
systems as a key area of  
priority and investment.  

Government’s Big Data  
Strategy and the need to 
harness this data will also  
see increased focus on security 
to ensure privacy is effectively 
maintained. This is a strong 
view held by respondents with 
68% regarding systems security 
as one of their top ICT priorities 
over the next three years. 

 

Figure 15: Top ICT priorities over the next three years 

What are the top priorities of the ICT organisation in the next three years? 

0 5 10 15 20

Revise/develop ICT strategy
Systems upgrades/maintenance

Systems security
Consolidate data centres

Internet development
Intranet development
Electronic commerce

Recruit / retain / train ICT personnel
Cloud sourcing

Other

Large Medium Small  
Respondents:23 
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Systems upgrade / 
maintenance 
60% of respondents indicated 
that systems upgrades and 
maintenance were an ICT 
priority. Investments in systems 
upgrades and maintenance are 
important for ICT functions to 
consider how best to maintain 
effective systems while ensuring 
function efficiency. Shared 
service arrangements and  
cloud computing may provide 
viable solutions for some 
organisations not already 
employing these measures.  

A key finding from PwCs global 
survey on the current state of 
project managementii found  
that “poor estimation during  
the planning phase continues  

to be the largest contributor  
to project failures”. This should 
be a key consideration for  
ICT departments embarking  
on system upgrades or new  
ICT initiatives. 

Cloud computing 
Cloud computing offers 
organisations the ability  
to reduce spend on ICT 
infrastructure and maintenance 
through accessing information 
remotely and on demand, 
achieving greater economies of 
scale and improving flexibility. 
43% of respondents already 
employ cloud computing  
within their organisations.  
39% indicated that cloud 
sourcing will form part of a 
longer term ICT strategy, but 
few respondents listed this  

as an immediate initiative 
(within the next twelve 
months). This is surprising 
given the government’s policy 
position on cloud computing  
to become a “leader in the use  
of cloud services to achieve 
greater efficiency, generate 
greater value from ICT 
investment, deliver better 
services and support a more 
flexible workforce”iii.  

With ICT departments 
representing one of the largest 
proportions of corporate 
services expenditure, CIOs  
may be required to look for 
alternative means of achieving 
ICT priorities including shared 
services and outsourcing. 

 

Figure 16: Cloud computing 

Which of the following best describes how your organisation is considering cloud computing 
solutions? 
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Respondents:23 
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ICT Outsourcing

70%  

of respondents indicated 
that they already 
outsource one or more of 
their ICT functions 

ICT functions are costly and 
often expansive. ICT currently 
represents the highest number 
of FTEs and the highest cost per 
agency FTE of all corporate 
functions within the 
organisations surveyed. 

With a focus on increasing 
efficiency, outsourcing parts  
of the ICT function can prove  
a viable alternative to internal 
delivery. This practice is already 
being adopted by Federal 
Government departments.  
In 2011-12, Federal Government 
entities spent approximately 
19% of their total ICT budget on 
outsourcingiv. 

70% of respondents indicated 
that they already outsource one 
or more of their ICT functions. 
The most common functions 
outsourced among respondents 
include data centres and help 
desk/user support. 

Interestingly, only 50% of 
organisations will be 
considering outsourcing in the 
future. It is no surprise that the 
majority of these respondents 
are considering outsourcing 
their data centre. The 
Australian Government Data 
Centre Strategy 2010-25 
outlines an intention to share 
government data centre sites in 
order to reduce duplication of 
effort and decrease 
infrastructure costs. 

 

Figure 17: Outsourcing 

Which of the following services are currently 
outsourced? 

Which of the following services are currently being 
considered for outsourcing (if not already 
outsourced)? 
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Helpdesk / User support

Application support

Data centre

Disaster recovery

System recovery
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Governance arrangements 

50% 

of CAC body Boards and  

65% 

of FMA agency Audit and 
Risk Committees come 
together at least four 
times per year 

Key to the function of an audit 
and risk committee or a Board is 
the independence of its 
members. The Australian 
National Audit Office (ANAO) 
Better Practice Guide Public 
Sector Audit Committees 
recommends that the best way 
to strengthen the committee’s 

actual and perceived 
independence, is  
the appointment of one or  
more external membersv.  

All respondents have one or 
more external, independent 
member on their Board or  
Audit and Risk Committee.  
It was noted that respondents 
typically had less than the 
median number of audit 
committee members.  

While guidance from ANAO  
and the Australian Institute  
of Company Directors (AICD) 
doesn’t prescribe a set number 
of members, it does recommend 
that the number of members  
be determined with regard to 
the nature, size and diversity  
of the entity and the complexity 
of its operations.  

The guidance also recommends 
that while the number of 

meetings should be contingent 
on the range and complexity  
of the Board/Committee’s 
responsibilities. It should 
however come together at  
least four times per year,  
with the addition of a special 
meeting to address the  
financial statements. 50%  
of CAC bodies are in line with 
this recommendation versus 
65% of those under FMA. 

While 33% of CAC bodies  
and 29% of FMA agencies that 
meet with greater frequency 
may need to because of the 
nature of their duties, they  
may want to consider if this  
is an efficient way to get the 
level of assurance required for 
the Chief Executive/Secretary or 
Board. Those with less or  
an ad hoc arrangement should 
institute these as a minimum, 
mindful of the fact that any less 
may impede their ability to fulfil 
their duties. 

 

Figure 18: Committees that report to the 
Board 

Figure 19: Frequency of Board / Audit and 
Risk Committee meetings 
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The role of a Board in a CAC 
body differs slightly to an Audit 
and Risk Committee under the 
FMA Act however both play a 
key role in the governance 
framework of the respective 
organisations. 

Six CAC bodies stated that  
they had “other committees  
that report to the Board”. 
Twelve out of nineteen FMA 
agencies also highlighted that 
other committee’s report to the 
Audit and Risk Committee.  

Some of the categories provided 
in responses included: 

• Financial Statements 

• Business Advisory/ Strategic 
Business Support / 
Executive  

• WH&S and People  

• Building/Property  

• Environment  

• Remuneration  

• Security and Business 
Continuity  

• Information Management  

• Operations Management  

• Knowledge Information  

These results show significant 
variation across the population 
on the use of sub committees 
which may reflect the variety  
in the nature and priorities  
of the agencies. 

 

Figure 20: Committees that report to the 
Board  

Figure 21: Committees that report to the 
Audit and Risk Committee  

What committees are there that report to the 
Board? 

What committees are there that report to the 
Audit and Risk Committee? 

0 5 10 15

Audit and risk
committee

Other

 

0 5 10 15

IT committee

Ethics committee

Other

 
Respondents:6 Respondents:19 



Introduction of PGPA Act 2013 

Federal Government benchmarking on Corporate Services 2013 
PwC 20 

Introduction of PGPA Act 2013
The introduction of the Public 
Governance and Performance 
Accountability Act 2013 (PGPA 
Act) and its associated rules 
sees some changes for the 
sphere of governance. While the 
rules which underpin the PGPA 
Act remain in development at 
the time of writing, the Act itself 
established the concept of the 
Accountable Authority (AA): a 
person or board which has the 
general control of and 
responsibility for the operations 
of the entity. The AA will be 
required to govern the resource 
use and financial stability of the 
entity, establish risk 
management and internal 
control frameworks, encourage 
cooperation with others and 
consider the impact of 
regulation imposed upon 
industry and customers.   

The PGPA Act also provides the 
foundations for a system of 
earned autonomy for Federal 
entities.  

Under the earned autonomy 
model, a set of core minimum 
requirements will be established 
across all entities, with 
additional regulation and 
oversight applied based on the 
entity’s risk profile and 
performance.  

Boards / Audit and Risk 
Committees will play a 
vital role in entities 
‘earning autonomy’ 

Boards / Audit and Risk 
Committees will play a vital role 
in entities ‘earning autonomy’ 

by ensuring that appropriate 
systems of risk oversight and 
management are in place and 
operating effectively.   

The PGPA Act will also provide 
for audit committees to 
potentially service more than 
one Federal entity which may 
have advantages for smaller 
entities.  

Establishing a joint audit 
committee would be at the 
discretion of the relevant 
accountable authorities. 

 

 

The introduction of the Public Governance and Performance 
Accountability Act 2013 – Key considerations  
As of July 2014 all Commonwealth entities will fall under a common legislative framework, as set out 
in the PGPA Act. The PGPA Act is part of a package of reforms to the Commonwealth’s financial 
framework. The reforms seek to deliver long lasting benefits, including: 
• improved quality of information to Parliament to support its constitutional role in relation to 

Commonwealth expenditure 
• a more mature approach to risk across the Commonwealth 
• improved productivity and performance of the Commonwealth public sector with accompanying 

benefits for a broad range of stakeholders and 
• reduced red tape within the Commonwealth and for partners who contribute to delivering 

Australian Government programs and services. 
The PGPA Act will create a financial framework where entities have the flexibility and incentives to 
adopt appropriate systems and processes that help them to achieve diverse policy and statutory 
objectives efficiently and effectively. The PGPA Act will underpin other aims in reducing red tape, 
simplification, and encouraging joint ventures with partners both within and external to government. 
One of the ways the PGPA Act attempts to do this is by encouraging collaboration with ‘others’. 
‘Others’ is meant to be interpreted broadly, it includes other Commonwealth entities, other 
jurisdictions, and other public and private organisations including in the not-for-profit sector.  
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The use of shared services and 
outsourcing 

80% of shared 
services arrangements 
were proactively sought, 

while  20% were 
from a Machinery of 
Government change  

Shared services and  
outsourcing arrangements  
have the potential to deliver 
significant cost reductions  
and service improvements  
for organisations. The private 
sector typically saves in excess 
of 20% through shared services 
arrangements, with a less than 
five year return on investmentvi. 

Shared services 
Despite the potential benefits  
of shared services, respondents 
demonstrated a low take –  
up with 53% of the population 
adopting shared services in 
some form, only 11% receiving 
services and only 30% looking 
to increase the current level of 
shared services either received 
or offered.  

This is not an uncommon story 
for public sector organisations. 
It has been suggested that 
public service organisations  
face unique challenges to the 
introduction of shared services 
including few standardised 
systems and platforms,  
varied historical processes  
and complex change and 
regulatory environments.vii  

This has resulted in varied  
cost savings resulting from the 
introduction of these measures. 

However, if the implementation 
of shared services is done 
effectively and with appropriate 
leadership, technological and 
process support, it is possible 
for public sector organisations 
to realise the same or better 
benefits than the corporate 
sector, including some reported 
savings of over 30%.viii 

In most cases where services  
are received by our respondents 
through a shared services 
agreement, these were 
proactively sought and not 
imposed (80%). More 
organisations reported that  
they delivered services to other 
organisations through a shared 
services agreement. The most 
common services undertaken 
for other agencies are ICT 
services and payroll.  

Outsourcing 
73% of respondents outsource 
elements of corporate services 
to another provider. 
Approximately 70% of these 
respondents outsource internal 
audit services to another 
organisation, while 30% 
outsource ICT functions. 
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Figure 22: Organisations actively assessing the potential to increase or decrease the use 
of shared services 

Are you actively assessing the potential to increase or decrease the use of shared services? 

15%

15%

70%

Increase the number / nature of shared service received from another agency
Increase the number / nature of shared service provided to another agency
Not looking to increase or decrease shares services arrangements

 
Respondents:20 

 

Figure 23: Shared services arrangements Figure 24: Outsourcing arrangements 

Please identify the activities or processes the 
organisation/agency undertakes for other 
agencies. 

Please identify the activities or processes the 
organisation/agency currently has subcontracted 
or outsourced. 
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The value of shared services 

67% of respondents 
believe shared  
services provide their 
organisation with 
economies of scale,  

while 33% believe it 
has no impact on their 
efficiency  

The value of shared services is 
typically defined in terms of 
cost-cutting and efficiency 
gains. Shared services are 
intended to provide economies 
of scale and standardisation of 
processes that allow for faster 
transactions and processing. 
They can also result in reduced 
cycle times of critical processes, 

improved end-user satisfaction 
and the facilitation of better and 
faster decision making.ix  
Many organisations have 
already established shared 
service arrangements to  
support business processes and 
have utilised outsourcing for 
ICT and ‘back-office’ functions.  

In our experience, the 
introduction of shared service 
or outsourcing arrangements for 
key corporate functions  
can result in savings of 25-50%, 
with the largest savings to be 
found in Finance and Property 
functionsx. However, 
increasingly organisations are 
finding that the shift in focus 
from transactions to driving 
organisational outcomes 
achieved through the 
introduction of shared  

service arrangements is  
actually a means of obtaining 
strategic advantage and not  
just a cost-cutting measurexi.  

Of the respondents currently 
providing shared service 
arrangements, 67% found that 
these arrangements provided 
economies of scale within their 
organisation. The recipients  
of shared services indicated  
that the services received are  
at a higher quality and lower 
price than they could deliver 
internally. As the majority of 
respondents identified 
themselves as delivering and 
not receiving shared services,  
it is possible that the value  
of being a shared services 
recipient is not as visible  
within these agencies. 

 

Figure 25: Perception of the value for money and service level of share services 
arrangements 

Please identify the activities or processes the organisation/agency receives via shared services 
arrangements and indicate the most appropriate perception of the value for money and the service 
level of these arrangements. 

IT Internal Audit Payroll Other

Lower quality and lower price than we could deliver internally

Higher quality and lower price than we could deliver internally
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Property 

The median floor space 
per person is  

26sqm  

Property is inherently a long 
term commitment for 
organisations and requires 
significant planning and  
careful consideration. 
Responding to organisational 
restructures and reductions  
to agency size is a challenge 
faced by many organisations.  

Respondents reported  
a median of 26sqm per  
person (based on Average 
Staffing Levels) and a median  
of 2 facilities managed per 
property FTE. This varied by 
size, geographical breadth  
and sourcing arrangements  
of respondents and should  
be considered when interpreting 
the results. 

With efficiency pressures and 
the Government’s occupational 
density target, agencies are 
required to incorporate flexible 
and efficient design into their 
accommodation planning.  
The introduction of innovative 
work practices such as Activity 
Based Working (ABW), presents 
significant opportunities for 
organisations to deliver more 
efficient and effective outcomes 
through workplace design. 

 

Figure 26: Number of facilities managed 
per property FTE 

Figure 27: Median floor space per person 
(sqm) (based on ASL) 
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People 

Corporate services 
employees represent 

18%  

of an organisations 
total workforce  

Corporate services employees 
represent approximately 18% of 
an organisations total 
workforce. ICT services 
represent, by far, the largest 
proportion of these staff, across 
agencies, followed by HR and 
Finance.  

The results show that the total 
number of employees per ICT 
FTE is relatively consistent 
across the different cohorts (on 
average), which could reflect 

the complexity of the ICT 
environment regardless of size 
or different sourcing 
arrangements. The results do 
however, suggest scalability of 
services in the HR and Finance 
functions. The total number of 
employees per HR FTE is 1.5 
times higher in larger 
organisations and the difference 
is even greater for the Finance 
function. 

 

Figure 28: Corporate Services FTE as a percentage of total staff 
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22%
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12%

Total Small Medium Large
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Note: Benchmark is calculated using the 2012-13 FTE for corporate services (as per the benchmarking submission) and 2012-13 
Average Staffing Level (as per agency 2012-13 annual reports).                                                                                   Respondents: 22 

Figure 29: Percentage breakdown of Corporate Services FTE by function 
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Gender diversity 

Women account for  

38%  
of SES positions and  

39%  
of EL positions 

The Australian Public Service 
Commission (APSC) reported 
that the representation of 
women in the Australian public 
service has increased steadily 
since 1998, but has now reached 
a plateauxii. In 2011-12, women 
held 39% of executive positions 
in the APS and 57.2% of total 
FTE employees in 2011-12.  

The results are largely 
consistent with these reports 
and show largely equal male 
and female representation. 
Average representation of 
female corporate services 
employees across all 
organisations is 46%. Human 
Resources and Legal functions 
have the highest representation 
of female staff, while ICT and 
Property have the highest 
proportions of male staff. 

One of the greatest challenges 
facing gender diversity 
strategies in the workplace is 
the elevation of women to 
executive level positions. In 
2012, 39% of APS SES positions 
and 47% of EL positions were 
held by women.xiii The results 
show a level of gender diversity 
at SES levels in corporate 
services comparable to that of 
the broader Australian Public 
Service with 38% of Senior 
Executive Service (SES) 
positions reported by survey 
respondents held by women. 
However, middle management 
EL positions are considerably 
lower than that of the wider APS 
at only 39%. 

Figure 30: Gender diversity 
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Span of control 

The ratio of APS level 
employees to EL and  
SES employees is 
approximately 

1.2:1 

Organisational span of  
control refers to the number  
of FTE employees each 
managerial staff member 
oversees. In the context of 
public service organisations 
taking part in the Federal 
Government Benchmarking 
Study, this span refers to the 
ratio of full time equivalent SES 
and EL staff to APS 1-6 staff. 

The better practice, efficient 
span of control is considered  
to be more than six people  
per executive staff member. 
This means that there is  
clear ability for ‘doing’ and 
‘overseeing’, optimising the 
hierarchy of the organisation 
and ensuring clear delineation 
of tasks, responsibilities  
and accountabilities. No 
respondents meet or exceed  
this benchmark in corporate 
services. A comparison of APS 
level staff to EL and SES level 

staff for all respondents 
indicates that there are 1.2 APS 
level FTE employees for every 
EL or SES FTE employee. The 
functions with the lowest spans 
of control are Internal Audit, 
Legal Services and ICT. This 
may be reflective of  
the required level of seniority 
and skill in these areas as well 
as outsourcing arrangements  
in place. 

The results indicate that within 
corporate functions there is a 
greater number of executive 
level staff than is optimal for 
efficient work practices. This is 
consistent with the Australian 
Public Service Commission’s 
State of the Service Report 
2011-12 which indicated that 
over the last five years, APS staff 
have seen a marked increase in 
workload and tasks per 
individual (at all levels) while 
responsibility for managing staff 
has either remained the same or 
decreased. 

Figure 31: Span of control 
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Workforce flexibility 

Many respondents found 
it difficult to accurately 
identify the number of 
contract staff working 
within corporate services 

The introduction of initiatives to 
reduce spending on external 
contracts and the current 
restrictions on APS recruitment 
will continue to drive new, 
flexible ways of delivering 
services. The APS has received 
interim directives that no new 
non-ongoing arrangements are 
to commence, and no existing 
non-ongoing arrangements are 
to be extended. This will 
particularly impact those areas 
of corporate services that are 
heavily reliant on contract staff. 

While the results indicate that 
the number of FTE staff 
currently working under 
contracting arrangements is not 
significant, we have found that 
restrictions to contracting 
arrangements will have the 
most significant impact in the 
areas of ICT and Human 
Resources which have the 
highest number of non-ongoing 
FTE staff. Furthermore, a large 
percentage of these staff are at 
the executive level. 

When considering these results 
it should be noted that many 
respondents found it difficult to 
accurately identify the number 
of contract staff working within 
corporate services and therefore 
did not report these figures. 

Organisations will need to be 
more innovative in the way 
functions that employ large 
percentages of contract staff 
operate and look to alternative 
ways to deliver services in these 
areas (including further use of 
shared services and increasing 
automation). Additionally, an 
increased focus on transferring 
knowledge held by staff 
specialists to ongoing APS staff, 
as well as investments in 
internal training and skills 
development will be necessary 
to ensure function continuity 
and resilience. 

 

Figure 32: Contractors compared to Full Time Equivalent (FTE) staff 
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The key to productivity 
Meeting the challenge to increase productivity 
begins with obtaining an understanding of the 
current state. From this baseline it is possible for 
decision makers to identify the right levers to 
pull; those that will have the greatest impact 
without limiting the ability of the organisation to 
meet its strategic goals. 

PwC’s first annual Federal Government 
Benchmarking Report has identified a number of 
key areas of focus for Commonwealth entities as 
they rise to this challenge. The results have shown 
that: 

• Corporate services currently represent up to 
35% of an organisations total departmental 
operating expenditure. Corporate services 
expenses in small organisations are, on 
average double that of large organisations (as 
a proportion of total departmental operating 
expenses) 

• While there appears to be a considerable fixed 
cost associated with maintaining corporate 
services functions regardless of size, smaller 
organisations would likely benefit from 
increasing their use of shared services or 
outsourcing to achieve efficiencies 

• Equally, the consolidation of agencies may 
also reduce the overall proportion of operating 
expenses devoted to corporate services across 
the Federal Government 

• The majority of organisations are able to 
complete their month-end processes in equal 
to or less time than better practice timeframes, 
however few are fully automated and most 
require a level of manual manipulation 

• CIOs will be focusing their attention in the 
next three years on systems upgrades/ 
maintenance and facing the ever increasing 
challenges associated with cyber security 

• While corporate services enjoy a relatively 
high level of gender diversity, the allocation of 
staff across APS, EL and SES levels falls short 
of wider benchmarks 

• Board / Audit and Risk Committees will play a 
vital role in entities ‘earning autonomy’ under 
the PGPA Act by ensuring that appropriate 
systems of risk oversight and management are 
in place and operating effectively 

• The PGPA Act will also provide for audit 
committees to potentially service more than 
one Federal entity which may have advantages 
for smaller entities. 

PwC would like to acknowledge the 25 
0rganisations that provided responses to the 
inaugural study. This has provided a solid 
baseline for considering the shape of corporate 
services. We would like to encourage these 
respondents to continue their participation in 
future studies and to encourage industry peers to 
take part. This will ensure the Federal 
Government Benchmarking Report is able to 
provide an accurate and representative view of 
trends in corporate services that will support 
strategic thinking around increasing productivity 
in the sector. 

PwC would be happy to discuss any aspect of this 
benchmarking report, including further detail on 
any of the topics covered. Please refer to the 
contacts page to learn more about benchmarking 
at PwC. 
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