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Coca-Cola: Das Konzessionssystem

The Coca-Cola Company (TCCC)

• Sitz: Atlanta, Georgia, USA
• Inhaber der Markenrechte an über 500 
Getränkemarken

• Verantwortlich für Marken-, Produkt- und   
Packungsentwicklung

• Lieferung des Konzentrats
• Lizenzgeber
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Coca-Cola Deutschland

In Deutschland tätig seit 1929

Absatz rund 3,5 Milliarden Liter 
alkoholfreie Getränke / Jahr

Pro-Kopf-Verbrauch 
alkoholfreier Getränke* ca. 42 Liter / Jahr

Produktion und Vertrieb 10 Verkaufsgebiete:
rund 70 Standorte, davon 
27 Produktionsstandorte

Mitarbeiter rund 11.000 

Lokaler Wirtschaftsfaktor

ca. 99 % der Produkte werden in Deutschland hergestellt; 

ca. 90 % der Produktionsfaktoren werden in Deutschland eingekauft



CCE AG: zentrale Initiativen

Die ständige Verbesserung der Effizienz und Effektivität unserer Geschäftsprozesse ist ein 
wesentlicher Bestandteil unserer Unternehmenskultur.

Scale / Coke One:

•Scale: System Collaboration Approach Leveraging Excellence

•Aufbau gemeinsamer Standards, Systeme und Prozesse innerhalb der CCE AG 
eingebettet in ein globales Programm 

•Alle Geschäftsprozesse sind integriert: MTO, OTC, FTD, PTP, RTR, HRM, MDM

Operational Excellence:

•„Operational Excellence (OE) is our philosophy of continuous improvement 
focused on reducing waste to better service our customers. Waste is defined as 
those system elements our customers would rather not pay for. OE techniques are 
applicable to every part of our business, and everyone can participate!“

•Supply Chain ist der erste Bereich der CCE AG, in dem OE ausgerollt wird

•Fürstenfeldbruck als weltweiter Pilot als CoE
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� Aufbau eines offenen Lernsystems , das durch 
Kompetenz-Center unterstützt wird.

� Plattform für kontinuierliche Verbesserung

� Geringere Kosten durch die gemeinsame Nutzung
von Dienstleistungen im Verwaltungsbereich

Shared
Services

Competency 
Center

� Finance / 
Accounting

� Human 
Resources

� Procurement� Manufacturing
� Supply Chain

� Sales (incl FSV)
� Distribution

� Marketing
� Account 

Management

� Finance / 
Accounting

� Human 
Resources

� Procurement� Manufacturing
� Supply Chain

� Sales (incl FSV)
� Distribution

� Marketing
� Account 

Management

Market to 
Order

Order to 
Cash

Forecast to 
Deploy

Procure to 
Pay

Human 
Resources

Record to 
Report

Market to 
Order

Order to 
Cash

Forecast to 
Deploy

Procure to 
Pay

Human 
Resources

Record to 
Report

Coke One – standard processes, data and applications

Drei Hauptziele
Bottler 1

Platform for 
continuous 
improvement
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� Den Einfluss des Coca-Cola Systems durch die 
Entwicklung und Anwendung von allgemeinen,
standardmäßigen best-practice Prozessen, 
Daten und Systemen zu erweitern. 

� Das Coca-Cola System ist verglichen mit Industrie-
Benchmarks im Innendienst noch zu ineffizient.

� Durch Zusammenarbeit werden wir die Entwicklung
von fortgeschrittenen Kompetenzen im direkten 
Kundenkontakt und der Supply Chain 
beschleunigen sowie durch die Bildung von 
gemeinsam genutzten Dienstleistungen Kosten 
einsparen.

Programmziele

Program Scale

Seite 6



Objectives of Scale HRM
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The SAP HR implementation is aligned with the stand ardization approach of SCALE

Objectives of SCALE HRM

Standardize and simplify HR-IT – landscape , reduce interfaces

Align HR - Systems with global SCALE standards and CCEAG / BIG requirements
Define and confirm documented processes and standards , share priorities and set future direction 
Ensure end-to-end Integration 
Identify the processes for which harmonization would generate business value

Guarantee and ensure a smooth and reliable payroll-process and follow-up actions

Provide high-quality data as basis for decision-making
Ensure efficient planning and monitoring of workforce and all workforce related costs
Provide sufficient accruals
Significant increase in planning accuracy

Aligned with audit and legal requirements



The HR reorganization approach is tailored to 
support the strategic objectives of CCE AG 

Current processes mainly contain 
administrative part (ca. 60-80%) 

Different service provision depending on 
region

Low strategic orientation of HR and 
implementation of strategic programs due to 
huge administrative effort and different 
corporation structures

Low transparency of current HR organization

Support of customers in classical topics (as 
recruiting, contract, etc.) can be improved

Executive information for business controlling 
are not sufficient 

Areas of improvement for current HR organization

Support the cultural and organizational change 
towards a customer-centric organization

Achievement of cost reductions through 
slimming down processes‘ and organization‘s 
complexity

High performing HR function due to harmonized 
structures / processes

Position CCE AG as a well reputed place for 
talents (employer of choice)

Objectives of the HR reorganization

Establish the HR department as a strategic partner for 
the business to support the CCE AG long-term 
objectives (80% strategic support / 20 % administrative 
support): 

Context and objectives of the HR reorganization 
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HR Mission and HR Objectives for transformed HR

HR Mission

� The CCEAG HR is the strategic partner for the business and makes relevant contributions to the 
success and growth of the business. We achieve this by continuously delivering world-class HR 
consultancy as well as products and services using state of the art know-how and practices. 

HR Objectives

� HR supports and drives the cultural and organizational change towards a customer-centric 
organization

� HR leads the positioning of CCEAG as employer of choice through effective attraction, 
development, retention and deployment of talents

� HR delivers highly harmonized transactional and administrative HR services with a high 
degree of transparency regarding quality and performance, monitored on a regular basis against 
Service Level Agreements and Key Performance Indicators

� HR fulfills the needs of the different stakeholders (Business, BIG) with a high quality standard

� CCEAG HR contributes with leading practices to international HR topics



Guiding Principles

� Strategic, program design & delivery and transactional work are split in order to shift an appropriate part of 
transactional and administrative work to a HR Business Center (HR BC)

� All new roles (Business Partner/ Local HR, HR BC, CoE) cooperate as equal partners to assure end-to-end 
process delivery

� The HR Leadership Team as overarching coordination and steering unit sets the strategic direction and acts as 
final escalation body on major HR topics across HR

� The National HR Committee acts as implementation body for the strategic agenda as well as escalation body for  
operational matters

� The HR Business Partners act as single point of contact for the business and cooperate with CoEs to design HR 
business solutions

� The national HR Business Partners are accountable as Key Account Managers for their customers (SC,  S&M 
and Finance Management Team) and the execution of national HR strategies and solutions

� The local HR Business Partners are accountable as Key Account Managers for their customers VGs and Region 
Productions Management Teams

� Local HR delivers necessary “high-touch” services at a site, e.g. applicant selection, exit interviews, works council 
communication which requires local HR involvement, disciplinary actions

� CoEs focus on program and policy design, development and implementation

� E&IR and Business Partner are point of contact for all works council matters

� The HR BC is single point of contact for all and assures high quality service delivery for respective HR processes
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A comprehensive change in HR roles and processes 
is required to realize HR Mission and  Objectives 

� Four HR Roles in the future generic HR model
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Strategy 

HR Program, 
Design & Delivery

Transactions & 
Administration 

HR Business Partners 
(Account Managers)

• Link to Business needs 
• Partnering/ Coaching 

with local / national 
Business

• Accountability for local 
HR issues 

Center of Expertise 
(Architects)

• Expert knowledge based 
solutions provider

• Process and policy 
designer / guardian

• Maximize knowledge 
assets sharing

Local HR
(HR Site Advisor) 

• Perform high touch local 
services 

• Cooperation with local 
works council

HR Business Center
(Administrators)

• Transactional and high 
volume activities

• Information services
• Services delivery

Reducing the resource 
demands and time 
required to develop, 
deliver and use key HR  
products, services and       
processes.

Developing, delivering 
and using HR solutions 
and services that have 
a productive impact on 
the workforce and the      
organization.

Effectiveness

Efficiency

HR Roles



Clearly defined responsibilities ensure transparency, 
high quality and continuous improvement  

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Leadership, HR Roles and Competences

HR Roles

� HR Leadership team develops strategy together with 
business (business partner, executives)

� Business partners translate requirements of business 
division into HR requirements and define required HR service 
delivery achievements for the business division. They are 
also responsible for the consequent usage / implementation 
of programs introduced by the Centers of Expertise. 

� Centers of Expertise create functional strategy on basis of 
leading practices, develop programs, instruments and 
guidelines, define measurement parameters for service 
provision, decide about insourcing / outsourcing including 
vendor management, supervise the service delivery of the 
Shared Service Center. 

� Shared Service Center delivers transactional oriented, 
administrative services for the customers (employee, 
executives, third parties, retirees) and provides a single point
of contact channel for all customer issues. 

High transparency allows HR to track 
the impact of their programs on 
workforce performance and to 
identify improvement opportunities 
continuously. 

Continuous Improvement
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Components and Organization Structure
HR Business Partners

Business Partners reside within the Business Units and serve as Account Managers.  They are responsibl e for aligning 
HR services to business needs.  Field HR may also i nclude local HR delivery headcount, who handle on-s ite, high-touch 
delivery requirements.

� HR Business Partners 
� Serve as an Account Manager to one or 

more BUs depending on size; larger BUs
may have more than one Business Partner

� Primarily focus on strategic activities and the 
monitoring of operational services

� Are accountable for all HR issues in the BU
� Influence the business agenda

� Field HR includes Business Partner Heads and 
Local HR Delivery headcount

� Organization development, leadership development 
and relationship are the main HR skill areas for the 
Business Partners

� Participate in management of the Business
� Identify the organizational capabilities required to execute the business strategy
� Work with Business Unit to translate business needs into HR requirements and 

working environment
� Collaborate with Centers of Expertise to create innovative HR solutions 
� Deploy the HR solutions in the Business Unit
� Provide feedback to Centers of Expertise about HR solution effectiveness
� Support culture change taking direction from the business leadership
� Establish/monitor the HR events throughout the year and coach the business 

leaders
� Monitor organization performance
� Participate in the governance of the Shared Service Center to define and review the 

quality and the cost of the service provided
� Develop the leadership and manage the talent pipeline in the BUs
� Review and decide about the policy exceptions
� Collaborate with the Business Partner community to:

� Agree on a common innovation agenda for the CoE

� Agree on the people agenda through the region / BU’s

� Leverage experience / practices across the regionv

Main Assumptions

Business Partner will…

• Handle high-touch delivery requirements (e.g., employee relations/industrial
relations, statutory/regulatory requirements)

Local HR Delivery will…

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles
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Components and Organization Structure
Centers of Expertise

Centers of Expertise are independent of the Busines s Units and serve as the Architects.  They proactiv ely design and 
develop strategic HR programs for all employees and  monitor HR leading practices.  

• HR CoE’s will service all Business Units and will 
work for all people / work-levels

• CoE’s serve as change agents

• Each HR functional area will have a corresponding 
CoE function

• CoE organization will have expertise in areas and 
markets

• CoE’s can be located centrally or virtually

• Project management skills and knowledge of the 
operation are key for the CoE organization

• Develop and deploy innovative HR policies, products and processes

• Provide expert solutions and services to the Business Units

• Keep appraised of leading practices in their areas of specialty

• Monitor and evaluate future legislation and market trends

• Align the innovation agenda with the needs and directions of the Business Units as 
brought by the Business Partners

• Align policies and solutions across the enterprise as appropriate

• Provide content to the Business Partners and Shared Service Center for 
communications to the Business Units

• Collaborate with each other to deliver comprehensive solutions to the Business 
Partners

• Manage all the resources (e.g., strategic vendors, IT, Business Partners, Shared 
Service Center, clients) needed to develop HR solutions

• Drive common processes and requirements across regions

• Monitor solutions, vendors, SSC exception processing, and employee feedback to 
drive continual improvement

• Act as the final escalation point for advice on customer queries, transactions and 
requests that the Shared Service Center cannot resolve

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles
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Main Assumptions

The Centers of Expertise will…



Components and Organization Structure
Client Groups

Client Groups receive HR services, initiate HR tran sactions, and get answers to HR inquiries.  The shar ed service 
center and its supporting self-service technology s erve as the first point of contact for most HR need s.   

Main Assumptions

The Client Groups will…

• Client Groups include internal customers (i.e., 
executives, managers, employees) and external 
customers (e.g., applicants, contractors, retirees)

• Client Groups leverage self-service technologies to 
access HR information or initiate HR transactions, 
whenever possible

• Following self-service capabilities, the HR Shared 
Service Center should be the first point of contact for 
Client Group inquiries and transaction processing

Executives/Managers
• Work with Business Partners to identify Business Unit HR requirements
• Deliver HR programs and processes as defined by Centers of Expertise (e.g., 

identify hiring needs, interview candidates and make hiring decisions, conduct 
annual salary review, conduct performance reviews, facilitate goal planning) 

• Initiate and/or approve HR transactions (e.g., approve time and expense 
reports, manage employee status changes)

• Advise employees on career development
• Perform coaching and mentoring

Employees
• Maintain personal profile (e.g., address, name, marital status)
• Initiate HR transactions (e.g., update payroll information, complete skills 

assessment, define goals and objectives, register for training, enter time 
worked)

• Review on-line HR policies and procedures

External Customers
• Apply for open positions
• Access retirement benefits and information
• Access alumni program information
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Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles



Responsibility Split

HR Business PartnerHR Business Partner

Managing HR on local level

• Local key account 
manager for site 
management team

• Strategic HR planning for 
local business

• Coaching and partnering 
with local business 
managers

• Translation of business 
requirements into HR

• Evaluation of all  HR 
services delivered to the 
site

• Responsible for works 
council negotiations

National Business Partner

• HR Key Account Manage-
ment for functional 
Executive Team on 
national level

Centers of ExpertiseCenters of Expertise
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HR Business CenterHR Business Center

Deliver administrative or 
standardized service

• Being excellent in efficiency 
and quality of administrative 
services, i.e. payroll, 
recruiting administration

• Being HR Services Experts 
for standardized processes, 
where no face-to-face 
interaction necessary, i.e. 
initial recruiting screening, 
telephone interviews, HR 
standard reporting

• First point of contact for all 
employee requests

• Owns the integrity of the 
HRIS data

Deliver strategic HR 
programs to all employees

• Develop and deploy 
innovative HR policies, 
products and processes

• Provide expert solutions and 
services to the Business 
Units

• Align policies and solutions 
across the enterprise as 
appropriate

• Drive common processes 
and requirements across 
regions

• HR governance

• Act as the final escalation 
point for advice on customer 
queries, transactions and 
requests that the HR 
Business Center cannot 
resolve

Local HRLocal HR

Deliver “high-touch” services 
at a site

• Personal interaction, 
disciplinary, grievance, 
services where local 
knowledge and presence are 
essential,  e.g. recruiting 
(interviews , contract 
negotiations, on boarding), 
exit management (exit 
interviews), works council 
communication, disciplinary 
actions, absences and 
grievances

• Managing company policies, 
procedures and guidelines 
locally

• Representing HR for external/ 
internal local company 
requirements (i.e. works 
council, unions, employer of 
choice)
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Positive impact on businessArea

Top 3 Benefits for Business

� Reports for executives are provided regarding capacity and 
flexibility of  their headcount: 

� Size of headcount 

� Labor time accounts

� Availability (vacations, etc.)

� Business decisions can be made based on valid data

� Alignment of HR work with strategic business goals for every key
function and therefore increased mapping of business needs and HR 
services

� Quick reaction times of HR

� Clear processes and responsibilities within HR services

� Continuous improvement through measuring the business impact of 
HR work 

� CCE AG meets the challenges of the market, as

� War for  talents

� Aging workforce

� Increased diversity etc. 

� Positioning CCE AG as an employer of choice

� Due to higher motivation and a higher engagement factor an 
increase in productivity is reached

Description

Due to harmonized 
systems and processes, 
personnel-related data 
can be raised at any time.

Due to automatization of 
processes and 
strategically alignment the 
quality of HR work 
increases. 

By concentrating on 
qualitative HR programs 
long-term objectives are 
accomplished (talent 
management, change 
management, training, 
leadership development).

Executive 
information for 

business 
controlling

Quality of 
HR work

Qualitative 
HR programs



Key success factors to meet the overall 
transformation and transition planning

� Early identification of and communication to key players and key transfer resources 
within the HR Organization 

� Early identification of and communication to employees

� Early communication to key business stakeholders in VGs/ RPs and HQ (i.e. to 

improve acceptance of new HR Operating Model)

� Clear roles and responsibilities for Change Management in order to support the 
business transformation

� Alignment of HR BPM and HR CokeOne in Detailed Design and Build Phase

� Early involvement of HR employees in system (CokeOne) testing and training as well 
as process documentations (Knowledge Base, Standard Operating Procedures, etc.)
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CCE AG: zentrale Initiativen

Die ständige Verbesserung der Effizienz und Effektivität unserer Geschäftsprozesse ist ein 
wesentlicher Bestandteil unserer Unternehmenskultur.

Scale / Coke One:

•Scale: System Collaboration Approach Leveraging Excellence

•Aufbau gemeinsamer Standards, Systeme und Prozesse innerhalb der CCE AG 
eingebettet in ein globales Programm 

•Alle Geschäftsprozesse sind integriert: MTO, OTC, FTD, PTP, RTR, HRM, MDM

Operational Excellence:

•„Operational Excellence (OE) is our philosophy of continuous improvement 
focused on reducing waste to better service our customers. Waste is defined as 
those system elements our customers would rather not pay for. OE techniques are 
applicable to every part of our business, and everyone can participate!“

•Supply Chain ist der erste Bereich der CCE AG, in dem OE ausgerollt wird

•Fürstenfeldbruck als weltweiter Pilot als CoE
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� Aufbau eines offenen Lernsystems , das durch 
Kompetenz-Center unterstützt wird.

� Plattform für kontinuierliche Verbesserung

� Geringere Kosten durch die gemeinsame Nutzung
von Dienstleistungen im Verwaltungsbereich

Shared
Services

Competency 
Center

� Finance / 
Accounting

� Human 
Resources

� Procurement� Manufacturing
� Supply Chain

� Sales (incl FSV)
� Distribution

� Marketing
� Account 

Management

� Finance / 
Accounting

� Human 
Resources

� Procurement� Manufacturing
� Supply Chain

� Sales (incl FSV)
� Distribution

� Marketing
� Account 

Management

Market to 
Order

Order to 
Cash

Forecast to 
Deploy

Procure to 
Pay

Human 
Resources

Record to 
Report

Market to 
Order

Order to 
Cash

Forecast to 
Deploy

Procure to 
Pay

Human 
Resources

Record to 
Report

Coke One – standard processes, data and applications

Drei Hauptziele
Bottler 1

Platform for 
continuous 
improvement
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� Den Einfluss des Coca-Cola Systems durch die 
Entwicklung und Anwendung von allgemeinen,
standardmäßigen best-practice Prozessen, 
Daten und Systemen zu erweitern. 

� Das Coca-Cola System ist verglichen mit Industrie-
Benchmarks im Innendienst noch zu ineffizient.

� Durch Zusammenarbeit werden wir die Entwicklung
von fortgeschrittenen Kompetenzen im direkten 
Kundenkontakt und der Supply Chain 
beschleunigen sowie durch die Bildung von 
gemeinsam genutzten Dienstleistungen Kosten 
einsparen.

Programmziele

Program Scale
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Objectives of Scale HRM
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The SAP HR implementation is aligned with the stand ardization approach of SCALE

Objectives of SCALE HRM

Standardize and simplify HR-IT – landscape , reduce interfaces

Align HR - Systems with global SCALE standards and CCEAG / BIG requirements
Define and confirm documented processes and standards , share priorities and set future direction 
Ensure end-to-end Integration 
Identify the processes for which harmonization would generate business value

Guarantee and ensure a smooth and reliable payroll-process and follow-up actions

Provide high-quality data as basis for decision-making
Ensure efficient planning and monitoring of workforce and all workforce related costs
Provide sufficient accruals
Significant increase in planning accuracy

Aligned with audit and legal requirements



The HR reorganization approach is tailored to 
support the strategic objectives of CCE AG 

Current processes mainly contain 
administrative part (ca. 60-80%) 

Different service provision depending on 
region

Low strategic orientation of HR and 
implementation of strategic programs due to 
huge administrative effort and different 
corporation structures

Low transparency of current HR organization

Support of customers in classical topics (as 
recruiting, contract, etc.) can be improved

Executive information for business controlling 
are not sufficient 

Areas of improvement for current HR organization

Support the cultural and organizational change 
towards a customer-centric organization

Achievement of cost reductions through 
slimming down processes‘ and organization‘s 
complexity

High performing HR function due to harmonized 
structures / processes

Position CCE AG as a well reputed place for 
talents (employer of choice)

Objectives of the HR reorganization

Establish the HR department as a strategic partner for 
the business to support the CCE AG long-term 
objectives (80% strategic support / 20 % administrative 
support): 

Context and objectives of the HR reorganization 
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HR Mission and HR Objectives for transformed HR

HR Mission

� The CCEAG HR is the strategic partner for the business and makes relevant contributions to the 
success and growth of the business. We achieve this by continuously delivering world-class HR 
consultancy as well as products and services using state of the art know-how and practices. 

HR Objectives

� HR supports and drives the cultural and organizational change towards a customer-centric 
organization

� HR leads the positioning of CCEAG as employer of choice through effective attraction, 
development, retention and deployment of talents

� HR delivers highly harmonized transactional and administrative HR services with a high 
degree of transparency regarding quality and performance, monitored on a regular basis against 
Service Level Agreements and Key Performance Indicators

� HR fulfills the needs of the different stakeholders (Business, BIG) with a high quality standard

� CCEAG HR contributes with leading practices to international HR topics



Guiding Principles

� Strategic, program design & delivery and transactional work are split in order to shift an appropriate part of 
transactional and administrative work to a HR Business Center (HR BC)

� All new roles (Business Partner/ Local HR, HR BC, CoE) cooperate as equal partners to assure end-to-end 
process delivery

� The HR Leadership Team as overarching coordination and steering unit sets the strategic direction and acts as 
final escalation body on major HR topics across HR

� The National HR Committee acts as implementation body for the strategic agenda as well as escalation body for  
operational matters

� The HR Business Partners act as single point of contact for the business and cooperate with CoEs to design HR 
business solutions

� The national HR Business Partners are accountable as Key Account Managers for their customers (SC,  S&M 
and Finance Management Team) and the execution of national HR strategies and solutions

� The local HR Business Partners are accountable as Key Account Managers for their customers VGs and Region 
Productions Management Teams

� Local HR delivers necessary “high-touch” services at a site, e.g. applicant selection, exit interviews, works council 
communication which requires local HR involvement, disciplinary actions

� CoEs focus on program and policy design, development and implementation

� E&IR and Business Partner are point of contact for all works council matters

� The HR BC is single point of contact for all and assures high quality service delivery for respective HR processes
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A comprehensive change in HR roles and processes 
is required to realize HR Mission and  Objectives 

� Four HR Roles in the future generic HR model
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Strategy 

HR Program, 
Design & Delivery

Transactions & 
Administration 

HR Business Partners 
(Account Managers)

• Link to Business needs 
• Partnering/ Coaching 

with local / national 
Business

• Accountability for local 
HR issues 

Center of Expertise 
(Architects)

• Expert knowledge based 
solutions provider

• Process and policy 
designer / guardian

• Maximize knowledge 
assets sharing

Local HR
(HR Site Advisor) 

• Perform high touch local 
services 

• Cooperation with local 
works council

HR Business Center
(Administrators)

• Transactional and high 
volume activities

• Information services
• Services delivery

Reducing the resource 
demands and time 
required to develop, 
deliver and use key HR  
products, services and       
processes.

Developing, delivering 
and using HR solutions 
and services that have 
a productive impact on 
the workforce and the      
organization.

Effectiveness

Efficiency

HR Roles



Clearly defined responsibilities ensure transparency, 
high quality and continuous improvement  

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Leadership, HR Roles and Competences

HR Roles

� HR Leadership team develops strategy together with 
business (business partner, executives)

� Business partners translate requirements of business 
division into HR requirements and define required HR service 
delivery achievements for the business division. They are 
also responsible for the consequent usage / implementation 
of programs introduced by the Centers of Expertise. 

� Centers of Expertise create functional strategy on basis of 
leading practices, develop programs, instruments and 
guidelines, define measurement parameters for service 
provision, decide about insourcing / outsourcing including 
vendor management, supervise the service delivery of the 
Shared Service Center. 

� Shared Service Center delivers transactional oriented, 
administrative services for the customers (employee, 
executives, third parties, retirees) and provides a single point
of contact channel for all customer issues. 

High transparency allows HR to track 
the impact of their programs on 
workforce performance and to 
identify improvement opportunities 
continuously. 

Continuous Improvement
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Components and Organization Structure
HR Business Partners

Business Partners reside within the Business Units and serve as Account Managers.  They are responsibl e for aligning 
HR services to business needs.  Field HR may also i nclude local HR delivery headcount, who handle on-s ite, high-touch 
delivery requirements.

� HR Business Partners 
� Serve as an Account Manager to one or 

more BUs depending on size; larger BUs
may have more than one Business Partner

� Primarily focus on strategic activities and the 
monitoring of operational services

� Are accountable for all HR issues in the BU
� Influence the business agenda

� Field HR includes Business Partner Heads and 
Local HR Delivery headcount

� Organization development, leadership development 
and relationship are the main HR skill areas for the 
Business Partners

� Participate in management of the Business
� Identify the organizational capabilities required to execute the business strategy
� Work with Business Unit to translate business needs into HR requirements and 

working environment
� Collaborate with Centers of Expertise to create innovative HR solutions 
� Deploy the HR solutions in the Business Unit
� Provide feedback to Centers of Expertise about HR solution effectiveness
� Support culture change taking direction from the business leadership
� Establish/monitor the HR events throughout the year and coach the business 

leaders
� Monitor organization performance
� Participate in the governance of the Shared Service Center to define and review the 

quality and the cost of the service provided
� Develop the leadership and manage the talent pipeline in the BUs
� Review and decide about the policy exceptions
� Collaborate with the Business Partner community to:

� Agree on a common innovation agenda for the CoE

� Agree on the people agenda through the region / BU’s

� Leverage experience / practices across the regionv

Main Assumptions

Business Partner will…

• Handle high-touch delivery requirements (e.g., employee relations/industrial
relations, statutory/regulatory requirements)

Local HR Delivery will…

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles
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Components and Organization Structure
Centers of Expertise

Centers of Expertise are independent of the Busines s Units and serve as the Architects.  They proactiv ely design and 
develop strategic HR programs for all employees and  monitor HR leading practices.  

• HR CoE’s will service all Business Units and will 
work for all people / work-levels

• CoE’s serve as change agents

• Each HR functional area will have a corresponding 
CoE function

• CoE organization will have expertise in areas and 
markets

• CoE’s can be located centrally or virtually

• Project management skills and knowledge of the 
operation are key for the CoE organization

• Develop and deploy innovative HR policies, products and processes

• Provide expert solutions and services to the Business Units

• Keep appraised of leading practices in their areas of specialty

• Monitor and evaluate future legislation and market trends

• Align the innovation agenda with the needs and directions of the Business Units as 
brought by the Business Partners

• Align policies and solutions across the enterprise as appropriate

• Provide content to the Business Partners and Shared Service Center for 
communications to the Business Units

• Collaborate with each other to deliver comprehensive solutions to the Business 
Partners

• Manage all the resources (e.g., strategic vendors, IT, Business Partners, Shared 
Service Center, clients) needed to develop HR solutions

• Drive common processes and requirements across regions

• Monitor solutions, vendors, SSC exception processing, and employee feedback to 
drive continual improvement

• Act as the final escalation point for advice on customer queries, transactions and 
requests that the Shared Service Center cannot resolve

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles
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Main Assumptions

The Centers of Expertise will…



Components and Organization Structure
Client Groups

Client Groups receive HR services, initiate HR tran sactions, and get answers to HR inquiries.  The shar ed service 
center and its supporting self-service technology s erve as the first point of contact for most HR need s.   

Main Assumptions

The Client Groups will…

• Client Groups include internal customers (i.e., 
executives, managers, employees) and external 
customers (e.g., applicants, contractors, retirees)

• Client Groups leverage self-service technologies to 
access HR information or initiate HR transactions, 
whenever possible

• Following self-service capabilities, the HR Shared 
Service Center should be the first point of contact for 
Client Group inquiries and transaction processing

Executives/Managers
• Work with Business Partners to identify Business Unit HR requirements
• Deliver HR programs and processes as defined by Centers of Expertise (e.g., 

identify hiring needs, interview candidates and make hiring decisions, conduct 
annual salary review, conduct performance reviews, facilitate goal planning) 

• Initiate and/or approve HR transactions (e.g., approve time and expense 
reports, manage employee status changes)

• Advise employees on career development
• Perform coaching and mentoring

Employees
• Maintain personal profile (e.g., address, name, marital status)
• Initiate HR transactions (e.g., update payroll information, complete skills 

assessment, define goals and objectives, register for training, enter time 
worked)

• Review on-line HR policies and procedures

External Customers
• Apply for open positions
• Access retirement benefits and information
• Access alumni program information

Seite 15

Business 
Partners

Centers of 
Expertise

Client 
Groups

Shared 
Service 
Center

HR Roles



Responsibility Split

HR Business PartnerHR Business Partner

Managing HR on local level

• Local key account 
manager for site 
management team

• Strategic HR planning for 
local business

• Coaching and partnering 
with local business 
managers

• Translation of business 
requirements into HR

• Evaluation of all  HR 
services delivered to the 
site

• Responsible for works 
council negotiations

National Business Partner

• HR Key Account Manage-
ment for functional 
Executive Team on 
national level

Centers of ExpertiseCenters of Expertise
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HR Business CenterHR Business Center

Deliver administrative or 
standardized service

• Being excellent in efficiency 
and quality of administrative 
services, i.e. payroll, 
recruiting administration

• Being HR Services Experts 
for standardized processes, 
where no face-to-face 
interaction necessary, i.e. 
initial recruiting screening, 
telephone interviews, HR 
standard reporting

• First point of contact for all 
employee requests

• Owns the integrity of the 
HRIS data

Deliver strategic HR 
programs to all employees

• Develop and deploy 
innovative HR policies, 
products and processes

• Provide expert solutions and 
services to the Business 
Units

• Align policies and solutions 
across the enterprise as 
appropriate

• Drive common processes 
and requirements across 
regions

• HR governance

• Act as the final escalation 
point for advice on customer 
queries, transactions and 
requests that the HR 
Business Center cannot 
resolve

Local HRLocal HR

Deliver “high-touch” services 
at a site

• Personal interaction, 
disciplinary, grievance, 
services where local 
knowledge and presence are 
essential,  e.g. recruiting 
(interviews , contract 
negotiations, on boarding), 
exit management (exit 
interviews), works council 
communication, disciplinary 
actions, absences and 
grievances

• Managing company policies, 
procedures and guidelines 
locally

• Representing HR for external/ 
internal local company 
requirements (i.e. works 
council, unions, employer of 
choice)
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Positive impact on businessArea

Top 3 Benefits for Business

� Reports for executives are provided regarding capacity and 
flexibility of  their headcount: 

� Size of headcount 

� Labor time accounts

� Availability (vacations, etc.)

� Business decisions can be made based on valid data

� Alignment of HR work with strategic business goals for every key
function and therefore increased mapping of business needs and HR 
services

� Quick reaction times of HR

� Clear processes and responsibilities within HR services

� Continuous improvement through measuring the business impact of 
HR work 

� CCE AG meets the challenges of the market, as

� War for  talents

� Aging workforce

� Increased diversity etc. 

� Positioning CCE AG as an employer of choice

� Due to higher motivation and a higher engagement factor an 
increase in productivity is reached

Description

Due to harmonized 
systems and processes, 
personnel-related data 
can be raised at any time.

Due to automatization of 
processes and 
strategically alignment the 
quality of HR work 
increases. 

By concentrating on 
qualitative HR programs 
long-term objectives are 
accomplished (talent 
management, change 
management, training, 
leadership development).

Executive 
information for 

business 
controlling

Quality of 
HR work

Qualitative 
HR programs



Key success factors to meet the overall 
transformation and transition planning

� Early identification of and communication to key players and key transfer resources 
within the HR Organization 

� Early identification of and communication to employees

� Early communication to key business stakeholders in VGs/ RPs and HQ (i.e. to 

improve acceptance of new HR Operating Model)

� Clear roles and responsibilities for Change Management in order to support the 
business transformation

� Alignment of HR BPM and HR CokeOne in Detailed Design and Build Phase

� Early involvement of HR employees in system (CokeOne) testing and training as well 
as process documentations (Knowledge Base, Standard Operating Procedures, etc.)
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