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Introduction



Introduction

Our industry 
moving from blue 
skies to an 
uncertain jungle



Who doesnôt remember 
the daysé..

éwhere for years 
we saw significant 
growth in number of 
companies and 
employees in the 
GBS sector globally

Over 2000 SSCôs 
in CEE region

Growth in scope 
and career 

opportunities

SSC becoming a 
strategic pillar of 

many 
multinationals

Double digit 
growth figures

Not having an 
SSC almost was 

like a sin



And we in the SSC 
sector were all living a 
relaxing life

Our focus was very 
much on the basics 
of running an 
organization and 
ensuring the 
operation was 
delivering in scope 
services 

Service stabilization

Standardization & 

process improvement

Delivery according to 

pre-set KPIôs

Talent acquisition & 

management

Cost avoidance



And while we were 
enjoying SSC & GBS 
lifeé.

On the background 
a perfect storm was 
developing which 
would turn our 
secure life into an 
environment of 
insecurity, change 
and unexpected 
challenges



And this brought us to a 
jungle of questions

In the last couple of 
years there is so 
much change in the 
SSC and GBS 
world, that it has 
become hard to 
know where to focus 
and how to escape 
the jungle



Examples of a changing 
environment and threats

The agenda of GBS 
leaders nowadays 
completely changed 
and the challenges 
experienced are 
significantly more 
complex than before

ERP 

transformation Data analytics 

Next 

generation 

workforce
Compliance

Document 

management

E-invoicingWorkflow 

automation

Ticketing 

systems

Risk & 

corruption 

screening

Data & 

Process 

mining

MEC & 

reporting 

automation

Data capture 

& security

Robotics & AI

GDPR

Changing 

outsourcing 

dynamics Knowledge 

retention & 

updatingThe end of 

labor arbitrage

Scope 

increase & 

change

Moving 

location map

Transformation 

ability

Attrition


