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Why do people-centric enterprises, 
such as service organizations 
and governments need different, 
tailored solutions?
Change affects everybody
In today’s frenetically changing world, organizations of all kinds are seeing 
and seizing the opportunities offered by new technology to digitize 
how they do business. Manufacturing and technology companies made 
the move to this technology long ago and, as a result, most software 
packages in the market have delivered solutions specifically designed to 
optimize the processes of these product-centric organizations.

But what happens in a world where the end result is not a set of 
production processes or the manufacture or distribution of a product? 
What if the key focus is not on parts and production, but, instead, is on 
services? In service-intensive industries, such as Professional Services, 
Government, Education and Not-for-Profit, it’s the people not the products 
that deliver value to the customer. Rather than fixed, predetermined 
processes, they involve more fluid, varied activities – such as producing 
creative work or handling individual cases or managing the participation of 
people and teams to complete projects. In this demanding environment, 
it is crucial for organizations to ensure that their service professionals can 
keep up with fast-changing business and customer needs.

In addition to these specific challenges, service organizations also need 
to be well equipped to handle many of the same sources of frequent 
change that all businesses do, for example:

• Adjusting to shifting government regulatory requirements.

• Adhering to new financial standards (e.g. SOX, IFRS).

• Adapting to shifts in organizational structure (e.g. M&A).

• Accommodating changing global accounting structures  
(e.g. multi-currency, tax, etc.).

• Implementing new organizational performance metrics tied to historical 
& projected data. 

“   Service-centric industries 
… have not been well-
served by integrated ERP 
suites … [and their] focus 
on product- and asset-
centric industries.”
Gartner Predicts 2014: The Rise of 
the Postmodern ERP and Enterprise 
Applications World



Service organizations demand better!
Organizations that revolve around providing services are pioneering new, technology-driven ways to serve their 
customers. In the past, these service industries would follow the lead of their manufacturing counterparts. But 
this is no longer enough.

Why? It’s simple: service-centric organizations are focused on people, and customer satisfaction is the key 
measure of success – whether fulfilling public service commitments or securing repeat business. This is driven 
by knowledge and information rather than production, which makes the dynamics totally different. Since 
traditional business software was not designed with people in mind, service organizations must typically make 
concessions that can result in three fundamental problems:

1. Extremely high cost of (annual) maintenance.

2. Radical slow-down in business execution due to laborious processes and unintuitive tools.

3. Severe effects of business disruption, due to costly, complex and slow work needed to update systems to  
ongoing business change. This impacts both the organization and its customers.

 
It’s time to design software differently for this people-centric world.

 
The rise and rise of service providers
It is worth noting that service-centric businesses represent a large part of 
the world’s GDP and are growing at a rapid rate. It’s therefore surprising 
to see the clear absence of business software specifically tailored for the 
needs of those organizations and their people. It’s even more surprising 
that service organizations continue to accept being hampered in realizing 
their ambitions by software that was created with a fundamentally different 
target group in mind.

According to Wikipedia1, “For the last 100 years, there has been a 
substantial shift from the primary and secondary sectors to the tertiary 
sector in industrialized countries. This shift is called tertiarization. The 

tertiary sector is now the largest sector of the economy in the Western world, and is also the fastest-growing 
sector.” The 2014 total outputs in the tertiary sector for the top three global markets is over $30bn.

Professional Service organizations alone are expecting to see opportunity in the region of almost EUR 4 billion 
between now and 20182. The Not-for-Profit sector employs more than 10% of the US workforce3, and generates a 
massive amount of revenue (the Internal Revenue Service reports this to be over $1.4 trillion4). 

So, this sector clearly has unfulfilled business software needs, as well as the size and significance that mean 
those needs can surely no longer be ignored. 

1 Source: Wikipedia: Tertiary Sector 
2 Source: Independent market analysis and company estimates 
3 Source: Center for Civil Society Studies report at Johns Hopkins University 
4 Source: IRS statistics 

“   Heavily customized ERP 
implementations are 
becoming too inflexible to 
meet changing business 
needs.”
Gartner Predicts 2014: The Rise of 
the Postmodern ERP and Enterprise 
Applications World

http://en.wikipedia.org/wiki/Tertiary_sector_of_the_economy
http://ccss.jhu.edu/wp-content/uploads/downloads/2012/01/NED_National_2012.pdf
http://www.irs.gov/pub/irs-soi/07eocharitiessnap.pdf
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What do service organizations need?
The next step forward for service-centric businesses is to give their people a digital workplace that delivers 
a tailored, intuitive user experience – based on simple, relevant and complete access to the information 
needed and the tasks to be done. This sounds easier than it is.

• Simple: The priority for traditional enterprise software has always been the requirements of 
transactions, instead of the needs of the users. It’s time for a smarter approach that frees people 
from laborious administrative processes, removes unnecessary work, and lets them focus on what 
really matters: delivering great service.

• Relevant: Unlike their peers in production-focused businesses, those in service organizations need 
more detailed information. There are also more types of users, each needing different types of 
information in order to perform well and make their specific contribution to success. These people 
need to be freed from the often overwhelming array of unfiltered information and be presented with 
the focused intelligence that they really need. In addition, information can only be truly relevant if it 
is a correct reflection of the business reality at that moment. Since change is a constant, it’s essential 
that the software removes the distractions and disruption and enables people to perform at their 
best.

• Complete: Success in a service environment is not created in isolation. Systems need to support, 
motivate and connect people, so that they can collaborate quickly and easily to gain the full picture 
that they need to be effective.

Unit4 – in business for people.
At Unit4, we are in business for people. We always have been. That’s what we’re passionate about 
and inspires us to innovate day after day. We understand that it is not enough to take products 
designed for the world of manufacturing and retrofit them for service industries. So, our products have 
been designed from the ground up, to deliver the best end-to-end experience for people-centric 
organizations. 

And it’s that drive that gave birth to the People Platform.

The People Platform raises the bar and is driven by several core principles:

• People deserve software with a dedicated focus on their needs

• People are part of communities, so software must be built around the social interactions of their day-
to-day work.

• People should be free from manual, repetitive activities; they must be empowered to focus on the 
exceptions, not on the routine.

• People suffer from information overload; they should be presented with just the relevant information.

• People must be empowered to drive change – without depending on scarce or expensive IT 
expertise.



The People Platform serves 
as the foundation for 
current and all future Unit4 
solutions. It offers a whole 
new level of productivity 
by “gluing” Unit4 products 
together, enabling them 
to work seamlessly as one 
solution and making them:
• intuitive and insightful to use

• easy to change

• flexible to consume in the public cloud, 
private cloud or on-premises.

At the same time, it enables products built 
on the platform to immediately benefit 
from the latest digital innovations around 
Social, Mobile, Analytics/Big Data and Cloud 
technologies in ways that matter – freeing 
people up and enabling them to work 
smarter.

And last but not least it provides openness, 
which enables Unit4 solutions to easily 
integrate with the other solutions and 
services that support your organization.

The Unit4  
People Platform

Personal Experience

Business Capabilities

Smart Context

Elastic Foundation

Service organizations form a 
unique and vibrant sector, with 
needs that are significantly different 
from other industries. With the 
Unit4 People Platform, those at 
the forefront of delivering services 
can benefit from next generation 
solutions that empower them and 
help them succeed – no matter 
what changes.



In business for people.

About Unit4
Unit4 is a leading provider of enterprise applications empowering people in service organizations. With annual 
revenue north of 500M Euro and more than 4000 employees world-wide, Unit4 delivers ERP, industry-focused 
and best-in-class applications. Thousands of organizations from sectors including professional services, 
education, public services, not-for-profit, real estate, wholesale, and financial services benefit from Unit4 
solutions. Unit4 is in business for people.

unit4.com
Unit4 N.V. 
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3360 AC Sliedrecht, The Netherlands
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