
29CONNECTION   I  01 2021

FOCUS ONFOCUS ONFOCUS ON

INTERVIEW

Why is the transactional mentality 
that was boosting the economy 
after 2008 crisis currently killing 
shared services centers? 
Juraj Barus (JB): Nearly every-
one in this sector puts automa-
tion and robotics on top of the 
prioritization list. Fair enough. 
You can find smarter work and 
roles with higher added value 
following right behind. Unfortu-
nately, despite all these priorities, 
mind-numbing transactional work 
still represents a larger portion of 
the shared services industry and 
our reputation is receiving lot of 
flak because of it. Changing the 
mindset proved to be more dif-
ficult than changing the process. 
And more importantly, automa-
tion is just the first layer of the 
transformation. 
 
This era is different. Covid-19 
accelerated the progress and 
going digital finally gained its true 
meaning. Conventional wisdom 
and orthodoxies were broken. 
Digital does not recognize 
geographical boundaries, or 
local competition. Digital means 
largely different customer 
experience expectations and 
global competition. Are we 
ready to follow this new digital 
playbook with transactional 
mentality still hijacking our daily 
operations? I doubt it. 

So what can be done to change 
this mentality? Clarios is still the 
new kid on the block of shared 
services centers, started as 
recently as May 2019 but with 
certain rebellious aspirations. 
What are they?  
JB: The traditional approach 
would be to automate processes 
and to develop an expert skillset 
so people can explain standard 
reporting areas and connect the 
dots. We agree, but in Clarios we 

JB: Right after our split from 
Johnson Controls in May 2019 
we focused on changing the 
transactional mentality to 
business partner mindset. This is 
not an easy cultural change, not 
everyone can stand such heat. 
We hired people empowered 
with creative imagination and 
start-up leaning. This helped 
us to sell our own strategy to 
global headquarters. With firm 
endorsement and full trust we 
started to manage projects 
and processes all around the 
globe from Bratislava. That is, as 
far as history of shared services 
in Slovakia is concerned, really 
unprecedented. 

MG: We made dramatic 
changes in designing our hiring 
process, talent acquisition and 
learning experience. External 
certification courses such as 
ACCA, CIMA, or Corporate FP&A 
are well known for everybody. On 
top of these, we have developed 
our internal Finance Academy 
focusing on utilizing the theory 
from external courses to apply 
it perfectly to our internal 
processes. Additionally, our 
Academy leverages people from 
Clarios business departments 
providing trainings and 
developing the business acumen, 
they also share information about 
internal tools and processes, in 
order to  possess a back to back 
knowledge and experience 
going beyond our own center 
environment. 
How are you going to know 
that you turned your team into 
business partners? 

JB: We have changed the way 
we set up goals internally and the 
way we measure them quarterly 
or monthly. We will give a heavy 
workout to our feedback 

see this as a starting point. We 
believe our teammates must pos-
sess the business acumen as well. 
This means to really understand 
the business setup and transac-
tions outside of the center. Our 
people need to understand the 
product, be proud of it, and have 
one common goal with the busi-
ness. Therefore we call ourselves 
a business center, not shared 
services center anymore. And to 
the surprise of all our newcomers, 
we treat our colleagues as busi-
ness partners. 
 
Michal Gustafik (MG):  If 
you possess a back to back 
understanding of the company 
processes, your decisions 
about setting priorities, what to 
automate or which new services 
should be put in place, are not 
focused on processes inside 
your center only. And the trust of 
your business partners increases 
because they finally see that you 
have a complex picture and 
that you are not only providing a 
partial solution. 

JB: We all enjoy ordering food 
or getting a lift using easy apps, 
right? It’s simple, transparent, 
customer experience matters. 
You can provide feedback on 
any specific part of the delivery 
process. What does it mean for 
business? It listens and improves. 
So why don’t we talk about cus-
tomer experience and feedback 
culture more in shared services? 
At Clarios we strongly believe 
that the experience of our busi-
ness partners, energetic commu-
nication and ever-present feed-
back loop are essential stepping 
stones to the new normal. 

How about walk the talk? 
How are you going to make it 
happen?

culture system, learning and 
adapting with every response 
from our business partners over 
time. This feedback will adjust 
the development paths of 
our teammates. Last, but not 
least, our service portfolio is 
upgraded – reporting goes on 
demand, demand for decision–
ready data, cash and supplier 
management during the Covid 
situation and many others.
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