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Together

we have created for the first time
a common vision for Czech Business
Services in 2025 based on the leaders’
experience of current trends and global
opportunities for their centres.

Czech Business Services — Our Vision 2025

The world is changing fast
In this report we focus on the future of the Czech business services sector. The world
around us is changing fast, which poses challenges and opens many opportunities for
the investors and talents in Czech Business Services Centres (BSCs).
In autumn 2017, we brought together a group of 20 leaders from some of the largest
and most mature Czech and global service centres to craft a vision of where we
see our sector developing in the next 5 to 10 years. These project leaders represent
the Business Service industry with over 89,000 employees from a wide range of services
and locations across the country.
Together we have created for the first time a common vision for Czech Business
Services in 2025 based on the leaders’ experience of current trends and global
opportunities for their centres. We have set out the four main components of Vision
2025 and a summary of each area in this section.
We are very excited to share the ABSL Vision 2025 with our members and sponsors.
The Vision will form a key part of our strategic plan for the Czech Business Services
sector in the next few years and will provide a roadmap for investors and talents in the
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sector to see the many great opportunities that lie ahead for Czech service centres.
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Future Scope of Business Services

Pioneers of the shared economy
In this short visionary guide we intend to demonstrate the most probable trends in the sector of
business services in the coming 5-7 years. As the sector of Business Service Centres (BSC) we
are the pioneers of the shared economy, we excel at the ability to share, standardise, optimise
and automate. Also the capacity of the staff in BSCs in the Czech Republic predetermines
sector growth and confirms its strategic position within Europe.

FOUR CORE DRIVERS OF FUTURE CHANGES:

1

Future scope of services will be
enlarged and multidimensional due to
an omnichannel and holistic approach

3

Business Services will continue
to be digitalised and the new
technologies will drive the changes
using the personalisation affecting
the experience and expectation of
emerging generations.

2

Role of humans in BSCs will be more
unique as the most impactful to
satisfaction and loyalty; Humanly
digital era and synergy between
humans and machines will dramatically
increase the capacity of the operations.

4

Importance of Data Security
will grow and will impact the sector
standards.
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Future scope of services
It can be expected that growth of the BSC sector worldwide will continue to reflect general
economy growth as well as increased adoption of new activities being delivered by the shared
services model in organisations. Current research shows that “the overall proportion of centres
with fewer than 100 employees has dropped significantly from 57% in 2015 to 34% in 2017,
indicating that the average size of BSCs has increased” and thus the influx of the new scope
to BSCs is on the rise.

Current reasearch shows that “the overall proportion of centres with fewer
than 100 employees has dropped significantly from 57% in 2015 to 34%
in 2017, indicating that the average size of BSCs has increased” and thus
the influx of the new scope to BSCs is on the rise.

Naturally, the original BSC scope of pure transactional support in areas such as finance,
IT help desk or customer service (call centre) started to change over time by expanding to other
functions such as procurement, HR, basic reporting or by the increasing complexity of tasks,
e.g. tax preparation activities. However, the current trends and changes in scope are different.
Compared to the history the changes in services related to technology drivers and mainly
linked to new core ERP system implementations joined by process re-designs.
Recent changes are highly driven by wider availability and cost affordability of the new “digital”
technologies on the market fuelling manual work replacement either partially and in some
cases completely removing humans from the process flow

Technology driving the services up the value chain
Recent trends in RPA, AI availability and digital transformation drive the scope of
changes further up the value chain and promote on-boarding of even more complex
tasks into BSCs. The new scope expansions are now in the areas of big data, data mining,
analytics, research & development, i.e. in the areas previously limited to a few specialised
groups in the companies

Czech Business Services — Our Vision 2025

4
Future Scope of Business Services

Recent trends in RPA, AI availability and digital transformation drive
the scope of changes further up the value chain and promote on-boarding
of even more complex tasks into BSCs.

Technologies allow faster processing of large quantities of data that would normally require
utilisation of cognitive capabilities, e.g. evaluation and summarisation of key information
by humans. Such examples can be seen e.g. in processing legal documents or analysing
marketing and sales. These functions which could only be delivered by human touch
and requiring a specialised skill set with a professional education background, can be now
quickly pre-processed by technical tools where humans are provided with results for review
and follow-up.
Another example can be the utilisation of language tools (translators) that are available
to answer customer queries, translate documents or speech on the go, thus eliminating
dependency on language knowledge which is still currently one of the core capabilities
and basic requirement for labour in any of the traditional BSCs, or chat bots that interact
with customers and provide answers to their queries. But, on the other side, the problem
solving skills combined with the knowledge of the cultural differences and appropriate
language will be the competitive advantage.

Traditional skill sets needed to perform work in BSCs
is more and more impacted by the availability of new
technologies that will replace certain parts and
aspects of human work and lead to transformation
of the workforce.

This means that traditional skill sets needed to perform work in BSCs is more and more
impacted by the availability of new technologies that will replace certain parts and aspects
of human work and lead to transformation of the workforce.
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From cost reduction to service value
The focus of BSCs is no longer just cost reduction or later also service value. The role of BSCs
is changing from being the “service provider” to being the “business partner”, equal to other
functions and departments in the organisation or ordering entity. Leading companies are
undergoing organisational transformations where many business functions are being shifted
to BSCs.
Hosting a wider range of activities facilitates better cooperation of support functions. It is not
unusual for an SSC to support more than ten different functions in one location with over 12%
of BSCs supporting between six to ten functions on average in 2017. Overall, there has been
a dramatic increase in the last five years in the range of services BSCs cover.
In addition, centralisation of end to end process ownership under “one roof” increases
the potential of business to better utilise concentration of knowledge to drive improvements,
exploit data faster and share them freely with others eliminating blocks in the continuous
improvement initiatives and increasing speed to implementing change.
The spread of internal Centres of Excellence (COEs) just confirms the proliferation
of functional expertise and skills enhancement in BSCs and their power to provide access
to new technologies and solutions, infuse innovation and drive progress and change
for the core business.
Having the availability to deliver services “anytime from anywhere” opens up a whole
new world to the future of shared services and their role in the business. The “customer
centric” or the “human centric” trends we are seeing today are indicating that we can expect
the “business service centric” experience demand when engaging with a BSC as a provider.

MORE THAN COST REDUCTION:
Re-engineering
and Productivity
Enhancement

BENEFIT >

• Focus on process

Cost Reduction
• Focus on cost

• Reduce/eliminate
non value-added
activities

Value Creation
and Continuous
Improvement

Integrated Strategic
Service Delivery
• Focus on strategic
business drivers

• Create strategic
• Leverage Shared partnerships
Services network • Ensure seamless
integration
and expertise
of outsourcing
• Create new
• Focus on value

• Reduce errors and services that
• Consolidate and increase rework
enable business
standardise
transformation
• More timelines
• Reduce fixed
and accuracy
cost base
of information

TIME >

• Enable a virtual
organisation

The role
of BSCs
is changing
from being
the “service
provider”
to being the
“business
partner”.
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Upgrading to global business partners
The “business partner” approach, moreover the “global business partner” approach, will
mean that the scope of work will encompass almost an advisory type of services that will
be based on the BSC capability to process large quantities of data flowing through the many
end to end functions hosted there. Technology will easily digest it and feed it to skilled
workforce that in turn will deliver not only management information for decision-making
but also expert advisory based on the overall holistic insight and expert knowledge of the
numerous company functions.

The scope of work will encompass almost an advisory type of services
that will be based on the BSC capability to process large quantities of data.

This change in the role itself leads to the upgrading of the BSCs to becoming an equal business
partner to other leaders in the organisation and even to getting a seat in the board room, thus
obtaining a power to co-lead the changes in the company, not “just implementing them”.
This may be an important factor in companies where the Opt-in model is used and where
the BSCs need to clearly show the benefit of being part of the BSC model.

Sources:
1.
2017 Global Shared Services Survey, Deloitte Consulting LLP (March 2017)
2.
SSON’S Global State of the Shared Services and Outsourcing
Industry Survey Report And Analysis 2016, SSON
3.
Financial Leaders’ Benchmarking Report, APEX Analytix. LLC (Aug 2017)
4.
Improving Performance through Automation, Trintech (2017)
5.
2017 State of The Shared Services Industry Report, SSON (2017)
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Co-existence of ´human and robotic workforce´
With the changes in the way work can be delivered which is enabled by technology and remote
access possibilities, the flexibility of work and general upscaling of the BSC’s professions, BSCs
become more attractive to professionals that would normally not consider working in such
industry.

Traditional transactional work will no longer be delivered by people but rather
be automated and left to humans to manage as the new “robotic” workforce.

Jobs in the robotic era
Traditional transactional work will no longer be delivered by people but rather be automated
and left to humans to manage as the new “robotic” workforce. New jobs will need to mix
analytical skills with knowledge from IT, process, project and change management areas.
The focus will be on understanding overall processes and functions and on providing solution
to company-wide issues.
Typical jobs in BSCs will focus on handling non-standard situations, resolving exceptions,
troubleshooting, creating solutions based on data mining alongside project management
and change management.

Flexible work arrangements
Crowdsourcing, contract work, part time work and job sharing will promote the inflow
of new creative minds and well educated workforce into BSCs. This will push the knowledge
and capabilities within BSCs to a new level, creating a pool of resources that will facilitate
the fast adoption of new technologies, speeding-up the of the service delivery cycle
and generating greater value by the BSC to the company or ordering entity.

BSC function in leadership programs
Moreover, transformation of the BSC’s scope and new job contents will make BSCs very
attractive and interesting places to work in not only for external resources but also for teams
from within the rest of the company, sparkling greater internal moves from the core business
to the BSC, i.e. in the opposite direction to the current situation. Human Capital management
will need to address such changes and create development plans that include the BSC function
in their leadership programs. And the development in such areas as culture and emotion will be
required.

Czech Business Services — Our Vision 2025

8
Future Scope of Business Services

Transformation of the BSC’s scope and new job contents will make BSCs
very attractive and interesting places to work in not only for external
resources but also for teams from within the rest of the company.

So it is sure that the role of humans in BSCs will differentiate the perceived quality
of the provided services. As the expectation of the consumers of the services is constantly
growing concerning the availability of the service (24/7), reactivity (practically ’on line´ answers
expected on new digital channels), relevance (“know me“) and expectation of the unique
treatment, human touch in combination with the power of the technologies will be the most
impactful to satisfaction and loyalty. Humanly the digital era and synergy between humans
and machines will dramatically increase the capacity of the industry.

Advisors-humans differentiating the customer journey
As said, transactional work will be automated, becoming more of a utility, and the differentiator
of the quality of the services will be determined by optimisation of customer journey
and the moments of true, tailored and special moments executed by advisors — humans
as a most valuable service. For customers, it does not matter if internal or external, it will
become a ”standard“ to have exciting experience, not only pure consumption of the service.

Emerging specialisations and new skills
Different studies predicting that up to 50-60% of the positions in the BSC sector should
be substituted by technologies in three years and part of the ”free“ workforce can develop
new specialisations in driving and tuning the robots and generally tailoring the usage
of the technologies. People will have to take a step back in favour of the machines replacing
the labour intense process and start developing new competencies to be able to operate
in the new shared service model.
More concretely, there will be bot trainers, specialist on WOW moments, Big Data analysts
combining the technology knowledge with the psychological aspects generating satisfaction
and engaging people.
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People will have to take a step back in favour of the machines replacing
the labour intense process and start developing new competencies
to be able to operate in the new shared service model.

All this will lead to the new skill requirements and changes in the worldwide BSC work
re-distribution. The current ”low cost“ locations providing mainly transactional services
(for example, India, Manilla, Mauritius, etc.) will be probably ´substituted´ by robots and
automated processes, so there is a possibility that people in these locations will significantly
improve their skills (will be able to optimise processes and maintain machines and systems)
or the delivery will be managed in the countries where people will be capable of upgrading
their skill sets accordingly. For the Czech Republic it is a great and very realistic opportunity
to be such a country.

Digitalisation
In the time of digitalisation the majority of BSCs have already started to use automation,
chat bots and some of them also big data analytics and augmented reality to make their
processes more effective, efficient and better controlled. Focusing on innovation through
robotics, artificial intelligence, internet of things (IoT), deep learning and generally digitalisation
the BSCs are entering the next phase of their evolution BSC 4.0 – the intelligent multi-mode
global super-office.
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Focusing on innovation through robotics, artificial intelligence, internet
of things (IoT), deep learning and generally digitalisation the BSCs are
entering the next phase of their evolution BSC 4.0 – the intelligent
multi-mode global super-office.

Digitalisation of labour will lead to more accurate and more effective processes where the
lead time for processing will be significantly reduced. The BSCs have available a huge amount
of data and they will be able to analyse them more quickly and with better accuracy. By 2025,
automation of work enabled by digital technologies is expected to supplement or replace
the work of the majority of knowledge workers.

Source: www.mckinsey.com

AREAS OF FOCUS

TRADITIONAL AREAS

Operational efficiency

NEW AREAS
Processes that support entire
consumer purchase experience

Unit costs of full-time
employees

Performance on
service-level agreements

Total cost
to serve

Reach and size of
low-cost locations

Simplified tasks, improved
annual productivity

Network of sites, with
capabality hubs

Large scale-automation

Business outcomes

Up-front investments

End-to-end process
ownership

Technology/IT know-how

Scale-to-skill migration

Effectiveness
metrics and return
on investments

Multichannel
customer integration

Analytics-based
decision making

New service lines and
products

Sources:
1. https://www.linkedin.com/pulse/5-trends-2016-which-redefine-shared-services-value-sujatha-doreswamy/
2. https://www.entrepreneur.com/article/285971
3. https://www.cognizant.com/InsightsWhitepapers/Shared-Services-How-Digital-Can-Accelerate-the-Leap-to-Value-Added-Differentiation-codex1721.pdf
4. http://www.kpmg-institutes.com/content/dam/kpmg/sharedservicesoutsourcinginstitute/pdf/2017/digital-labor-transforms-shared-services.pdf
5. https://www.mckinsey.com/business-functions/digital-mckinsey/our-insights/how-shared-services-organizations-can-prepare-for-a-digital-future
6. https://www.bcg.com/publications/2017/digital-organization-technology-digital-can-turbocharge-shared-services.aspx
7. http://www.wipro.com/documents/ssc-4-0-the-next-gen-digital-strategy-for-shared-service-enterprises.pdf
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Data Security as a Source of a Kind
of Limitation
BSCs will significantly develop their business utilising the phenomenon of big data (including
customer data, transactional data, employee data and analytics connected). The processing
and storage of data will be more and more regulated by authorities in the future and thus will
require additional investments. Such regulation will not only limit the kind of data but also
the length of storage and place of storage.
In the EU the GDPR will apply to EU companies. In the future, compliance with data protection
has to be actively demonstrated in order to avoid fines and liability. Therefore, documented
processes of a systematic (all) risk assessment and risk minimisation are needed, combined
with the transparency of all processes. This will not only apply to own data processing but also
Outsourcing (Commissioned data processing), even outside of the EU.

Legal basis
Rights
of data
subject

Liability
& fines

Employee
data

EU GDPR

Outsourcing

Accountability
/documentation

IT security

The individual customers and also employees will require extensive information to be provided
during data collection or change of purpose, use their rights in direction of data portability
and the right to restriction of processing (blocking) and erasure (right to be forgotten) of
their individual data. All this will create additional pressure on data processing, increase time
and create new process contents. This will be one of the main drivers limiting the efficiency
of processes reached through new more powerful computers and SW solutions.
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Data security gap
As such, security should be considered as a critical foundation. All these
data from new sources open up new vulnerabilities to private and sensitive
information. There is a significant gap between the amount of data being
produced today that requires security and the amount of data that is actually
being secured, and this gap will widen — it is a reality of our data-driven world.
By 2025, almost 90% of all data created in the global datasphere will require
some level of security, but less than half will be secure.
As data become more life critical, business critical, real time, and mobile,
the entities that manage and store them will need to develop measured
approaches to increasing reliability, lowering latency, and increasing security.
This process may start with audits but will need to be backed up with
investment, coherent strategies, and top-notch IT talent.
The security and privacy challenges cannot be underplayed. Data breaches
can put companies out of business, targeted attacks can halt operations,
and hacking can compromise trade secrets. The business, IT, and security
professionals in an organisation must continually emphasise throughout
the organisation that security is not simply an IT technical problem with
a purely technical solution. Rather, it is an organisational need requiring
the participation of employees at all levels.

By 2025,
almost 90%
of all data
created in
the global
datasphere
will require
some level
of security,
but less
than half will
be secure.

Sources:
1. https://www.microsoft.com/en-us/TrustCenter/Privacy/gdpr/default.aspx
2. https://www.seagate.com/www-content/our-story/trends/files/Seagate-WP-DataAge2025-March-2017.pdf

In a nutshell:
Digital trends will result in significant changes in a few areas for BSCs:
1. Scope of the centres — shared services will have to upscale their services quickly
in order to move up the value curve and invest in digitalisation, including data security.
The transitional type of work will be handed over to the digital workforce.
2. Skillset and competencies — to be able to move the scope of the services to the next
level employees will need to have a different set of capabilities. Employees will have more
value added jobs and they will have to be upscaled to be able to handle more strategic
and analytical work. Significant focus must be put into training and building these new
capabilities to be able to be successful. Allowing the employees to focus on value add tasks
will also require different management skills to motivate a higher skilled workforce. Huge
focus will be put on the quality of execution.
The more business-oriented or consultative capabilities offered by the BSC, the more
the organisation will need to move away from a rules and output-based, demand approach,
to a more judgement- and outcome-based partnership focused on business value.
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Case study — BlueLink chatbot story
Innovations using robot automation are now at the centre of interest for BSCs. Chatbot Laura
from BlueLink International CZ (an expert customer service centre, a subsidiary of Air France)
serves customers who contact Transavia via text messaging (Facebook Messenger, Twitter,
WhatsApp or Instagram).
It handles questions from different thematic areas; from ticket reservations to any delay,
travel documents or luggage to complaints. If Laura is confident enough to understand
the customer’s requirement, she will find the necessary information in the knowledge
base and in the external systems and compile them in the answer. If in doubt, it leaves
the conversation to experts. Laura was developed internally based on the proactive ideas
of the employees.

”Laura certainly does not replace all the work of our advisors or experts, but she
has become an optimal tool for improving and speeding up customer service
and helping expand the possibilities and increase the comfort of our advisors, “
Simona Benešová, BlueLink Transformation Director.

Simona Benesova, BlueLink
Transformation Director,
receiving ABSL Diamond
Award 2017 in the category
Business Innovation for
the Laura Chatbot project.

A FEW NUMBERS:
3 available languages (Dutch, French and English), 27 different areas of the requests,
decrease of average treatment time from 300s to 60s, 6 months taken to develop Laura,
launched on 3 April 2017.

2 | Workforce of the Future
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Among the most advanced
The Business Services sector has been growing fast and requires a strong supply of graduates
and experienced talents to provide the highest level of global services. Czech business centres
are among the most advanced in the world and provide excellent career paths for Czech
and international employees.
The Business Services sector in the Czech Republic supports global companies and we believe
that most of the global trends in the future development of the workforce are very much
relevant also for the Czech Republic.

Digital technology will be everywhere. Technologies such as smart mobile
devices, 3D printing, sensors, cognitive computing, and the “Internet
of Things” are changing the way companies design, manufacture,
and deliver almost every product and service.
In parallel, digital disruption and social networking have changed the way
organisations hire, manage, and support people. Furthermore, the rise
of social networking tools and apps leave companies more transparent
— whether they like it or not.

Technology driving transformation
We are approaching a fundamental transformation in the way we work. The future
of work and the workforce is facing dramatic change driven by technology, globalisation,
demographics, social values, and the changing personal expectations of workforce
participants.
Robotics and cognitive technologies are replacing human tasks and jobs, and changing
the skills that organisations are looking for in their people. The speed of change is
accelerating. Competition for the right talent is tougher and tougher. And talent no longer
means the same thing as ten years ago. Many of the roles, skills and job titles of tomorrow
are unknown today.
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Evolving career paths
A new social contract is developing between companies and workers, driving major changes
in the employer-employee relationship. The days when a majority of workers could expect
to spend a career moving up or across the corporate ladder at one company are over. Young
people anticipate working for many employers and demand an enriching experience at every
stage.
This leads to expectations for rapid career growth, a compelling and flexible workplace, and
a sense of mission and purpose at work. In addition, contingent, contract, and part-time
workers make up almost one-third of the workforce. Although it is worth noting that many
companies lack the human resource/talent practices, culture, or leadership support to manage
this new workforce.

Young people anticipate working for many employers and demand
an enriching experience at every stage.
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Innovative workforce strategies
According to the World Economic Forum report businesses will need to actively anticipate
workforce strategies. Across all industries, plans to invest in reskilling current employees
feature prominently among reported future workforce strategies.
In order to meet the talent and skills challenges companies will need to focus on a range
of new and innovative workforce strategies; supporting mobility and providing employees with
wider exposure to roles across the firm, stepping up efforts to target the female and foreign
talent pool and collaborating with the education sector more closely than in the past are some
of the more popular measures.

FUTURE WORKFORCE STRATEGIES:
Invest in reskilling current employees

65%

Support mobility and job rotation

39%

Target female talent

25%

Collaborate, educational institutions

25%

Offer apprenticeships

22%

Attract foreign talent

22%

Collaborate, other companies across industries

14%

Target minorities´ talent

12%

Collaborate, other companies in industry

12%

Hire more short-term workers

11%

Source: Future of Jobs Survey, World Economic Forum

Almost 65 percent of the jobs elementary school students will be doing
in the future do not even exist yet.
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Skills of the future in the Business Services
sector
A report by the World Economic Forum reveals that almost 65 percent of the jobs elementary
school students will be doing in the future do not even exist yet. Five years from now, over
one-third of skills (35%) that are considered important in today’s workforce will have changed.
Around one-tenth of the workforce is in occupations that are likely to grow as a percentage
of the workforce. Around one-fifth is in occupations that will likely shrink. This means that
roughly seven in ten people are currently in jobs where nobody simply can know for certain
what will happen. However, key findings about skills suggest that occupation redesign coupled
with workforce retraining could promote growth in these occupations.

As more individual tasks become automatable through AI and
sophisticated algorithms, jobs are being redefined and re-categorised.
It is clear that automation will result in a massive reclassification
and rebalancing of work. Some areas of the Business Services, even entire
sections of the workforce will lose out but others will be created.

By replacing workers doing routine tasks, machines can increase the comparative advantage
of those workers with problem solving, leadership, EQ (Emotional Intelligence), empathy
and creativity skills. Those workers performing tasks which automation cannot yet replace,
become more crucial – and this means creativity, innovation, imagination, and design skills will
be prioritised by employers.
Finding the skills they need has become the biggest threat to their business, they say, but the
skills they are looking for are particularly telling: problem-solving, adaptability, collaboration,
leadership, creativity and innovation top the list.

Those workers performing tasks which automation cannot yet replace,
become more crucial — and this means creativity, innovation, imagination,
and design skills will be prioritised by employers.
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TOP 10 SKILLS NEEDED BY 2020 AND BEYOND:
By surveying the chief HR officers at some of the world’s leading companies, the World
Economic Forum has released The Future of Jobs report revealing the top 10 skills people will
need by 2020 and beyond. We believe that the list of the key skills in the future is also very
much related to the Business Services sector in the Czech Republic.

1

2

Complex problem-solving.
It is defined as the capacity to solve novel,
ill-defined problems in complex, real-world
settings. It is about Identifying complex
problems and reviewing related information
to develop and evaluate options and implement
solutions. It is expected that more than one
third (36%) of all jobs across all industries are
expected to require complex problem-solving
as one of their core skills.

Critical Thinking.
Critical thinking means making reasoned
judgments that are logical and well-thought out.
It is a way of thinking in which you do not
simply accept all arguments and conclusions
you are exposed to but rather have an attitude
involving questioning such arguments and
conclusions. It requires wanting to see what
evidence is involved to support a particular
argument or conclusion.

3

4

Creativity is the act of turning new and
imaginative ideas into reality. Creativity
is characterised by the ability to perceive
the world in new ways, to find hidden patterns,
to make connections between seemingly
unrelated phenomena, and to generate
solutions. Creativity involves two processes:
thinking, then producing. Robots may help us
get to where we want to be faster, but they
cannot be as creative as humans yet.

People Management.
Irrespective of how many jobs get automated
and how advanced artificial intelligence
becomes, employees will always be
a company’s most prized resource. It is vital
that in the future, managers and team leaders
know how to motivate their teams, maximise
their productivity and respond to their needs.

5

6

Coordinating with others.
Social skills will be extremely important, and
point to the emerging trend of Social skills and
collaboration will crucial in any work environment
and this is something that thankfully humans are
still better at than robots! Companies are putting
more emphasis on strong interpersonal skills,
and employees who play well with others. Most
jobs need good communicators, people who can
express themselves clearly and positively, both
verbally and in writing.

Emotional Intelligence.
The expectation is that when it comes
to desirable skillsets, social skills — such
as persuasion, emotional intelligence and
teaching others — will be in higher demand
across the industries of the future. Emotional
intelligence literally informs every interaction
we have and it affects how we manage
behaviour, navigate social complexities,
and make personal decisions that achieve
positive results.
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7

8

9

10

Judgment and decision-making.
It is expected that the ability to make sound and
fast judgments and strong decision-making
skills will move up the list in the future. Making
good decisions, forecasting the outcomes
of each option, determining which option is
the best, finding actionable insights, and using
big data and analytics to inform business
strategy and decisions will be critical skills
in the business services environment.

Negotiation.
With robots infiltrating the workforce, in
the business services and job automation
will become increasingly commonplace,
social skills will be more important than ever
in the future. Even people in purely technical
or administration occupations will soon
be expected to show greater interpersonal
skills, and being able to negotiate with your
colleagues, managers, clients and teams will be
high up on the list of desirable skills.

Service orientation.
Moving Business Services into
“As a Service” area will require strong service
orientation skills. Businesses will need to learn
to more quickly anticipate new consumer
values, needs and challenges, to translate them
into service offerings and to become ever more
knowledgeable about the processes involved
in meeting these demands.

Cognitive flexibility.
Cognitive flexibility and other executive
function skills will be important to success
in the market place in the future. Cognitive
flexibility is the mental ability of how quickly
and easily you switch back and forth between
different systems of thought and think about
multiple concepts simultaneously.

Translation tools will remove the necessity of knowing languages.
Virtual Reality and Video enabled applications will increase the
number of interactions with customers and this will increase the
importance of customer service mind-set. Real time data will be
available and the amount of data gathered will increase exponentially
and big data analytics & forecast will increase in significance.
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Education of the Future
The availability of a skilled workforce is the top critical decision factor for investors to open
or expand a Business Services Centre in the Czech Republic. Many universities and schools
in the Czech Republic offer courses and programmes that do not fully correspond with the
demands of the Business Services Centres.
As a result, Business Services Centres operating in the Czech Republic not only struggle
to find suitable graduates but after recruiting and onboarding, these new employees need
to be further trained and developed. This means that employers need to invest significant time
and effort in training new people so as to compensate their skill and knowledge gap.

Employers need to invest significant time and effort in training new people
so as to compensate their skill and knowledge gap.

This can lead to a substantial gap between the time when employees join the company
and when they become effective and productive. There is no doubt that education and skills
development will be even more critical to enabling economic growth in the Czech Republic.
Underpinning this will be the need for new learning models and reimagined institutions, many
of which are catching up with technology. Public policy and supportive institutions will have
a new role to play.
These future challenges will require changes in the current education system in all levels
of school hierarchy. Governments, businesses, and academia will need to work together
to influence the future curricula and academic agenda from the beginning. That includes
higher education, community colleges as well as non-degree programmes.

Governments, businesses, and academia will need to work together to
influence the future curricula and academic agenda from the beginning.
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Interlacing STEM and humanities
Skills shortages have been a constant challenge across our workforce — every industry
and almost every geography — with a specific call for more STEM (Science, Technology,
Engineering, Mathematic) capabilities, particularly in recent years.

STEM skills are universal, meaning that students who excel in them can
use these skills to secure job opportunities wherever they arise, nationally
and globally. It will be important to improve the quality and uptake of STEM
programmes in our high schools and universities so young people can
better compete in the labour market upon graduation.

But, pushing young people to learn STEM without a balance of humanities courses can
leave them unprepared for the interdisciplinary requirements of tomorrow's labour market.
The complex skills of the future mentioned above will blend the very best of social skills
(influencing, persuasion, emotional intelligence, and teaching others) with processing skills
(active listening and critical thinking) as well as cognitive skills (creativity and mathematical
reasoning).
To address these interdisciplinary and cross-disciplinary requirements high schools
and universities will need to begin forcing STEM majors to take a higher quota of humanities
courses to round out their education; likewise, humanities majors will be required to study
more STEM courses for the same reasons.

From standardized teaching plans to individual
self-development
At the same time as we seek to find the balance between STEM and humanities we will
also need to find an innovative way to teach and develop the new required skills. Today’s
educational system in the Czech Republic is static, generalised and puts less focus
on individual self-development than it perhaps should.
In classrooms with many students, teachers have no choice but to teach a standardised lesson
plan whose goal is to impart specific knowledge that will be tested for at a specified date. Due
to time constraints, this lesson plan gradually sees slower students falling behind, while also
leaving gifted students bored and disengaged.
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Preparing our youth for the future labour market must involve
a fundamental rethink of how we define teaching, and the role teachers
must play in the classroom.

To make matters worse, students often do not understand why they are learning the things
that they are learning, which makes certain classes feel arbitrary and purposeless in the
face of their personal ambitions. Preparing our youth for the future labour market must
involve a fundamental rethink of how we define teaching, and the role teachers must play
in the classroom.

The current way in which students learn in high schools and universities
will be less prevalent. It will be important that schools cooperate more
closely with businesses to develop their curricula and students will have
more say in what they study. There will be a greater emphasis on group
work and collaborative learning, and far greater exposure to internships
and co-ops in established businesses.

Innovative and holistic education system of the future
By 2025, with a combination of technology, counselling, and student engagement, schools will
need to begin addressing this challenge by implementing a more holistic education system
that gradually customises education to the individual student.
It will need to start in the kindergartens and elementary schools where teachers will need
to teach children the fundamental skills needed to learn (traditional stuff such as reading,
writing, maths, working with others, etc.), along with fostering an awareness and excitement
for the difficult STEM subjects they will be exposed to in later years.
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Technology transforming teaching
Teachers are able to collaborate with their Artificial Intelligence teaching systems and
use Virtual and Augmented Reality tools and devices to design innovative curriculums.
This collaboration would involve coming up with new teaching techniques. These teachers will
help students navigate their own education instead of dictating it to them. They will transition
from being a lecturer to a learning guide.
Technology will significantly influence education. Virtual reality devices making classroom
and home education more interactive, artificial intelligence (AI) powered teaching assistants,
or even advanced software that automates most administrative elements of education,
the technological and software innovations influencing the education system will not only
improve the access and quality of education, but also bring down its costs considerably.

The teachers will help students navigate their own education instead of
dictating it to them. They will transition from being a lecturer to a learning
guide.

Massive Open Online Courses
The other important element in the future education and workforce re-skilling process
is MOOCs (Massive Open Online Courses) that can bring education to the masses. Students,
workers, simply any user can self-select and create their own learning journey while receiving
course recommendations and reviews from their peers.
The online courses, the support tools they come with, and the progress tracking (analytics)
baked into them, will be a truly novel approach to improve education and will only improve
along with the technology that powers it. Overall, free or nearly-free education and the broader
recognition of online degrees will have a huge and positive impact on the accessibility,
prevalence, value and practicality of higher education.

Free or nearly-free education and the broader recognition of online degrees
will have a huge and positive impact on the accessibility, prevalence, value
and practicality of higher education.
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Teachers no longer hold a monopoly on knowledge. Search engines took
care of that.

Changing the teaching profession
All of these innovations will not achieve their full potential unless we also change the approach
to conventional teaching. The teaching profession has not changed all that much over the past
few centuries.
For generations, teachers worked to fill the heads of young disciples with enough knowledge
and specific skills to transform them into wise and contributing members of their community.
Teachers no longer hold a monopoly on knowledge. Search engines took care of that.
Control over what topics students can learn, and when and how they learn them has given
way to the flexibility of YouTube and free online courses. And the assumption that knowledge
or a specific trade can guarantee lifetime employment is quickly falling by the wayside thanks
to advances in robots and artificial intelligence (AI).
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Recruitment & Employment in the future
Despite the automation and robotics the OECD reports that technological changes drive
long-term economic growth, productivity, and improvement in living standards. It will lead
to net job creation, as new industries will replace the old ones and workers will adapt their skills
to changing and expanding demand.
It is expected that the Business Services sector will continue growing in the Czech Republic
and will create new jobs and professions. Due to the technological development and new
generation of workers the structure of employment will most likely change.

Employer branding
The importance of employer branding will gradually increase. Czech companies will need
to focus on their value proposition to their employees, as opposed to today‘s more general
corporate brand reputation and value proposition to customers.
Employer brand management will need to incorporate every aspect of the employment
experience, and the people management processes and practices that shape the perceptions
of existing and prospective employees. It will support both external recruitment of the right
kind of talent sought by organisations to achieve their goals, and the subsequently effective
employee engagement and employee retention.

Creative sourcing
Creative sourcing of talent must now include digital platforms, as well as creative engagement
with talent ecosystems. Companies will need a plan for how to increase their presence
and participation.
Smart organisations will create physical and virtual networks to facilitate community building,
deliver access to valuable skills training, generate feedback and create access to potential new
roles and projects.

Czech companies will need to focus on their value proposition to their
employees, as opposed to today‘s more general corporate brand reputation
and value proposition to customers.
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Czech Centres will employ close to 50% of foreigners in 2025.

International Talent
Business Services Centres serve international clients and will continue requiring high levels
of a wide range of skills that cannot be found only on the Czech market. Czech Centres will
employ close to 50% of foreigners in 2025. The majority of these employees will still come from
EU countries and serve their local European markets.
However, with the demand for talent rising, we will see a rise in the number of graduates and
experienced talents from non-European countries. Inflow of such talent will be welcome
as it will generate a substantial contribution to the Business Services sector and will continue
to increase as the Czech companies expand and develop their global business.
The Czech Government will need to work more closely with our Business Services
representatives on the improvements of the process that can bring substantially more foreign
investment into the Czech Republic and keep the existing ones.

It is predicted that by 2025, one third of Czech workers will be independent
contractors.

Gig economy
The trend towards a gig economy has begun. It is an environment in which temporary
positions are common and organisations contract with independent workers for short-term
engagements. It is predicted that by 2025, one third of Czech workers will be independent
contractors.
In this digital age, the workforce will be increasingly mobile and work can increasingly be done
from anywhere, so that job and location are decoupled. That means that freelancers can select
among temporary jobs and projects around the world, while employers can select the best
individuals for specific projects from a larger pool.
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Future workforce will be a blend of full- and part-time employees, freelance talent
and ecosystem partners. Czech companies in the Business Services sector have traditionally
kept freelancers or part-time workers at the border of their organisation, but as such workers
will increasingly make core contributions, this trend will change.
Organisations will need a detailed approach to integrating all types of new talent
across the workforce, expanding collaboration and integration, and creating consistent
experience. It will also create pressure on the Czech Government to review the barriers and
policies that are in place in today’s economic, political and business environment

NEED TO REVIEW
The Czech Government will need to review the barriers and policies within
the following areas:

taxation

income

pensions

privacy

social protections

security

mobility

health care

labour supply management

labour laws
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Workplace in the future
By 2025, roughly 75% of the Czech workforce will be millennials. The corporate cultures of most
large organisations will be directly shaped by this generation’s habits and expectations.
Business Services organisations will be challenged to provide an environment where people
feel valued, independent and part of a team. It will be more important than ever.

Flexibility
Another important area of company culture is the flexibility to work beyond the office. Nearly
75% of this generation thinks that a “work from home” or “work remotely” policy is important.

Health conscious furniture
This will become a standard. Ergonomic office furniture and software will be introduced
to keep workers active and healthy — these include standing desks, yoga balls, smart office
chairs, and computer screen locking apps that force you to take walking breaks.

Corporate virtual assistants
The corporate virtual assistants will help office workers by managing their schedules and
assisting them with basic tasks and correspondence, so they can work more productively.

Retention in the future
Czech companies in the Business Services sector will continue building out their digital
operations. It will increase demand not only to hire and develop new talent but also to support
and retain their traditional workforce. An undifferentiated talent strategy that cannot meet
the needs of both new and traditional workforces, or that is not aligned with the business
strategies, will weaken business outcome and slow down growth.
Many companies today are developing more sophisticated capabilities in areas such
as automation, analytics and artificial intelligence. This is the reason why such companies will
need to attract different kinds of employees with different skills and develop variable talent
strategy that will be tailored to the right kind of employee experience that will help engage,
develop and retain this new type of talent.

By 2025, roughly 75% of the Czech workforce will be millennials.
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Accelerate reskilling
The new jobs that will be created will require skills that do not yet exist at scale. Czech
companies will need to increase the speed of reskilling and re-position their organisation
and their people to win in this new environment. It will require a change of mind-set
to “learning as a way of life”.
Workers and organisations will need to shift in their behaviour from point-specific training
to lifelong learning to be readily adaptable to volatile markets. Organisations will need to adapt
to these challenges, and to seize the opportunity to promote a new culture of learning,
overturning traditional models and transforming how employees learn.

Czech Business Services Centres will increase demand not only to hire
and develop new talent but also to support and retain their traditional
workforce.
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Workers and organisations will need to shift in their behaviour from
point-specific training to lifelong learning to be readily adaptable to volatile
markets.

Role of HR
The new strategies will require new kinds of HR thinking and action to make it all work.
HR is and will be a critical player because it is uniquely positioned to connect the needs
of the business with the right talent to deliver on those needs. HR will need to introduce new
technologies related to talent and retention people analytics, which will generate big returns
on investment for employers and employees.

Role of Leaders
Leaders should be able to plan experience across the employee lifecycle, just as they now plan
on how to deliver differentiating customer experience. They will need to develop tomorrow’s
talent as a strategic priority for their businesses. They will need to take responsibility for the
next generation of workers to identify future talent needs and cultivate the future workforce
today.
Leaders and their organisations will also have a responsibility to facilitate and help employees
“learn how to learn,” providing a diverse array of knowledge sharing and on-the-job learning
experiences that foster personal growth. They should be building internal knowledge-sharing
programmes, developing easy-to-use portals and video-sharing systems, and promoting
collaborative experiences at work that help people constantly learn and share knowledge.

The leaders will need to take responsibility
for the next generation of workers to identify
future talent needs and cultivate the future
workforce today.
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Conclusion
Understanding the impact of the robotics and cognitive technologies on education, skills,
workplace, labour market, recruitment and retention will be crucial to ensuring the Czech
Republic is able to manage risks and opportunities presented by workforce changes for further
economic grow.
Businesses will need to focus on and articulate the capabilities and skills they will need, now
and in the mid-term future. Governments, businesses, and society need to work together
to support a dynamic workforce that is able to constantly reskill and upskill. This means
revisiting education, career models, and approaches to life-long learning and work, regardless
of geography, and innovating public-private partnerships.
Policies that underpin the basic fundamentals of the workforce, such as regulation of the gig
economy, need revising in a way that provides for inclusive growth and facilitates innovation
and long-term unemployment solutions.

Sources:
ABSL Surveys, Data, Point of View
Deloitte: The Future of the Workforce Critical drivers and challenges July, 201;
https://www2.deloitte.com/global/en/pages/human-capital/articles/future-of-the-workforce.html
Deloitte: Rewriting the rules for the digital age 2017; Deloitte Global Human Capital Trends
World Economic Forum: The Future of Jobs, January 201; http://reports.weforum.org/future-of-jobs-2016/
Accenture: https://www.accenture.com/us-en/future-workforce-index
PWC: https://www.pwc.com/gx/en/services/people-organisation/publications/workforce-of-the-future.html
Quantumrun: http://www.quantumrun.com/future-timeline/2025
Nesta: The future of skills Employment in 2030; https://www.nesta.org.uk/publications/future-skills-employment-2030
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Case study — OKIN BPS Fruit Trees
A wise old sage once asked, “When is the best time to plant a tree?” The young businessman
replied, “Well obviously it has to be now!” “NO!” the old lady yelled, “You idiot, if you wanted
fruit now, you would have had to plant it 10 years ago! Since you didn’t, you now see that
the second-best time to plant a fruit tree is now.”
Training is much like this, you must engage in it, prepare it, rearrange it, move with it, change
it, and be ready to give it much attention. This is no different from managing your fruit tree:
watering, fertilising, stabilising, weeding, treating for insects, and pruning. All the energy put
in will yield fruit only after this and some time. Thankfully people are not apples, and we can
for sure move faster than an orchard.
In 2011 OKIN BPS could see a great promise in our future if we were able to affect our
marketplace. Back then we had only a few technical positions, but could see a bright future
ahead if only we could make more Network Engineers appear in that marketplace.
We started with an outside-in approach: we sent four of our bright ones to the local university.
There they learned basic networks, routing, switching, and, troubleshooting. Once back
in-house with the added knowledge they were charged with creating our own in-house
curriculum to multiply this effort over and over.

We have the single largest
Cloud Return-to-Service desk
in CEE, and hundreds working
on infrastructure networks
in dozens of different roles.
It happened because we
invested in our customers
by directly investing in our
people.
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Fast forward we have four Network Academies, one Cloud Academy, and one Project
Management Academy. The idea is that since the market is not coming to OKIN BPS, we
had to come to it. Now we have the single largest Cloud Return-to-Service desk in CEE,
and hundreds working on infrastructure networks in dozens of different rolls. It happened
because we invested in our customers by indirectly investing in our people, and only with
the marketplace meeting us where we need them, at the learning tree.

OKIN BPS Labs next leap: into the Digitisation of Work
The next generation of labs in OKIN BPS are RPA and other emerging automated-work
technologies. We already have the roadmap built by our sister-company Datlowe for RPA.
We are now moving into a world of “hydroponics” taking fruit from better science, but with
the same seeds as before.
The model will be similar; we will train, move, motivate and create from the same marketplace
that once did not have Network Engineers, RPA specialists and digital masters to make
the coolest differences for our clients.

3 | Business Environment
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We believe in advantages
This Chapter of ABSL – Vision 2025 focuses on the ”Business Environment“ category,
which aims to ensure a competitive and highly attractive environment in the Czech Republic
to enable further growth of the business services sector which would be enabled primarily
by the interest of investors and a wide range of qualified Czech and foreign professionals (from
fresh university graduates to seasoned managers) who would be attractive to the country
and business services industry.
We believe the Czech Republic already offers numerous advantages to investors and citizens
but also has all the prerequisites to further accelerate the growth of the business services
sector based on existing solid fundamentals. There are many successful business services
centres operating in the country, employing around 89,000 qualified professionals, many
of them not being Czechs but enjoying living and working in the country.
We offer interesting job opportunities in the country which ranked as one of the safest
in the world, which is cosmopolitan too and has a well-operating infrastructure, e.g. in terms
of worldwide accessibility and a developed public transportation system in large cities.
However, we wish to focus on opportunities which would significantly increase the awareness
and recognition of the business services industry.

WE BELIEVE THE FOLLOWING AREAS MUST BE ADDRESSED:
1.

Migration and Visa policy, to remove unnecessary administrative burdens, streamline and speed up the 		
process of bringing an educated workforce from non-EU countries and internal mobility of non-EU citizens 		
already employed in the Czech Republic Housing policy;

2.

Housing policy, to enable professionals having long-term careers while providing affordable housing for 		
individuals as well as their families, and staying in the Czech Republic for a long period of time.

3.

Infrastructure, to create a well accessible and reliable working environment including transportation and 		
connectivity to high speed internet, enabling comfortable, flexible and efficient means for executing daily work.

4.

State incentives, to continue and even extend various programmes supporting foreign investors to set up 		
business operations with the Czech Republic;

5.

Sector awareness, to introduce various educational programmes focusing on the business services sector 		
and opportunities for students and other professionals should be rolled out in high schools, universities, and
other educational institutions.
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Czech business service centers employ around 89,000 qualified
professionals.
Migration and Visa policy
The nature of work within the business services sector requires people able to work
in an international environment and speaking foreign languages. Due to the low
level of unemployment, companies are obliged to search for these people outside of
the Czech Republic.
One of the main factors that influences the inflow of workforce is the attractiveness
of the country for expats. According to international surveys, the Czech Republic is one
of the top places to work abroad. Prague and Brno, especially, have become cosmopolitan
cities with strong expat communities. The Czech Republic offers security, stability, good
services and low prices.
The number of foreigners coming to the Czech Republic has increased rapidly in the last few
years and with regard to the political situation in the European Union (Brexit, immigration)
continuous growth is expected.
The Czech Republic has become a country that is the destination country for foreigners
migrating for work and business reasons. The comparison between the initial situation in 1993
when just below 80,000 foreign nationals were staying in the territory of the Czech Republic
with various forms of residence statuses and the situation characterised by the data from
2017 indicating that nearly 500,000 foreign nationals now live in the Czech Republic with
various types of residence permits shows that international migration is and must be one
of the carefully addressed issues.

NUMBER OF
FOREIGNERS
LIVING IN THE
CZECH REPUBLIC:
1993: 80, 000
2017: 500, 000
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According to international surveys, the Czech Republic is one of the top
places to work abroad. It offers security, stability, good services and low
prices.

Czech migration policy
Access to the Czech labour market for people from the European Union does not cause any
bigger problems. However, there is a need for people from third countries as well, who are
under the visa obligation. With a still increasing number of visa applicants, Czech migration
policy seems to be one of the main burdens in relocating workforce from abroad.
Czech migration policy formulates measures that on one side minimise illegal migration
and on the other side support legal migration. However, these measures need to be more
favourable for international companies as the number of these on the market is increasing
rapidly.
It is required that visa policy with regard to the current global situation follows security
measures but it also needs to reflect the economic situation in the Czech Republic and the
needs of the labour market.

Main aspects that complicate the employment of people
from third countries are:
-

Utilisation of embassies;
Periods for issuing visas; and
Administrative burdens.

Insufficient capacities of administrative bodies
Capacities of administrative bodies involved in the visa procedure should
reflect the number of applications which especially in case of employee cards
has risen rapidly. The whole procedure of obtaining visas for employees can
take around six months which makes the hiring procedure within this dynamic
sector complicated.
The number of officers at embassies, labour offices and approval bodies
of Asylum and Migration Policy should be higher so that they can respond to
rising demand.

The whole
procedure of
obtaining visas
for employees
can take around
six months
which makes the
hiring procedure
within this
dynamic sector
complicated.
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Employer-vouched immigration
In case of reliable employers there should be no administrative burdens for transferring third
countries citizens from abroad as well as from different companies within the Czech Republic.
Employers are able to vouch for their future employees and their indispensability for the
company.
This should be reflected in documents required for their transfer as some documents might not
be easy to obtain. Simplification of documents for employees of big, international companies
would be appreciated.

Sector-specific visa projects
The needs of people in the sector should also be more reflected in special visa projects and
agreements. Already existing projects are geared towards management and specialists for
which the majority of employees of the sector cannot be qualified. However, the sector growth
is projected to 100,000 employees in the next two years which will require another increase
in visa applications. Going forward, it could be useful to have quotas for priority treatment
in the sector.

Housing policy
We strive to bring professionals not for short-term/temporary assignments but wish for them
to stay in the Czech Republic for long-term professional careers. This can be enabled by
offering affordable housing to individuals and their families.
Government policy and the economic environment in general support young families
in getting a mortgage and buying their own property. Although the demand for housing
increased in recent years, developers had not responded with new projects. This changed
in 2016-17 and it is expected that by 2025 the demand will match the capacity delivered by new
projects. Multiple projects have been redesigned to meet the demand for starting housing
- small/mid-size flats.

The sector growth is projected to 100,000
employees in the next two years.
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It is expected that by 2025 the demand for housing will match the capacity
delivered by new projects, which have often been redesigned to meet
the demand for starting housing - small/mid-size flats.
Local municipalities understand the need for affordable housing and initiated multiple local
projects for municipal housing. Renting municipals flats as short/mid-term starting housing
would support an environment for workforce mobility within the country as well across its
borders. Local municipalities are actively aligned with the government on incentives for
individual housing and municipal housing initiatives would open up the housing market
and contribute to access and workforce mobility.

Infrastructure
While accessibility of all large cities within the country is efficient and the transportation
system reliable, we consider the critical need to address the connectivity of the Prague
International airport with the city centre. Fast train or subway connection between the airport
and city centre would accommodate the needs of business travellers for safe, frequent
and comfortable commute from their homes/offices to the airport and back.
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Efficient infrastructure would, by all means, facilitate the adaptation of new
work styles such as flexible work time and home offices.

Furthermore, the infrastructure among and to regional cities should be improved, both from
the perspective of national and international connectivity and the standard of services
provided on board, specifically to ensure reliable high-speed internet. There is a large pool of
talents who might be living in rural areas, but the inconvenience of transportation to regional
cities, where business services are located, could be deterring them from being employed
there.
Access to high-speed internet is in general a need that we believe ought to be tackled. It is
very much a necessity in order to facilitate flexible work-from-home arrangements, enabling
part-time jobs, creating relief to the overloaded transportation infrastructure when commuting
to city centres and allowing the growth of a modern economy outside of urban areas.
Therefore, we promote establishing high-speed internet connectivity in public areas, including
all types of transportation means, and in housing areas across the entire country.

We consider
the critical
need to
address the
connectivity
of the Prague
International
airport
with the city
centre.
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State Incentives
Considering the importance of the business services sector to economic diversification
and to work and life standards growth, investment support is one of the motivational factors
to place and expand activities outside of Prague. Centres in Brno and Ostrava benefited from
the investment supportive schemes; till 2014 – 40%, till 2020 – 25% of eligible costs (in case
of large enterprises) set by the conditions of financial programmes regardless of whether
funding was provided by the national investment incentive scheme or the European Regional
Development Fund.
Business services is a domain of the multinational corporations and the investment support
available for the large enterprises is a vital element of activity expansion in the regional
hubs. For the programmatic schemes in force after 2020, support to large companies shall
be preserved. On the other hand, the absence of support could be perceived as a barrier for
economic growth in regions.
The amendment to the Act on Investment Incentives that is currently in preparation and will
be valid from 2019 should focus more on companies with added value with the business
services sector among them. The amendment includes that job creation grants and training
and retraining grants shall be provided anywhere in the Czech Republic (CZK 200,000 per each
job created, 25% training and retraining grants). The jobs should include also part-time jobs
and long-term residents.

From employment-based schemes to performance
However, the current supportive schemes address mainly the number of created jobs. Provided
investment support is drawn especially on covering wage costs. Having in mind the labour
market conditions, the future supportive schemes should reflect more activities performed
in the centres.
Financial support based on the activity should be applied as well as support provided just
on working places occupied by the EU citizens should be modified. A modification clause, f. e.
for every 20 EU citizens 1 non-EU employee is accepted to fulfil the legal obligations of subsidy,
will reflect the current labour market situation and company needs.

Current supportive schemes address mainly the number of created jobs,
future supportive schemes should reflect more activities performed
in the centres.
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Competitive benefit packages and pension scheme
To stay competitive in the market, it is also necessary to continuously observe the evolution
of the competition among other sectors and to ensure we are providing competitive salary
and benefit packages to employees.
What should be also mentioned is the Pension Scheme as foreign employees, especially
those from old EU countries, are afraid of working in the Czech Republic under Czech working
contracts due to the negative impact on future pension. The situation is caused by the lower
pensions in comparison to the ‘old’ EU countries.
However, citizens of Slovakia and Poland prefer long-term participation in the Czech pension
system. Foreign employees should have a chance to prevent the negative situation by their
personal effort. One of the options is to reduce the private tax duty, f. e. to 10%, on the part
of salary voluntarily deposited into a private pension fund.
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Sector Awareness
The Czech Republic’s economic situation and its success is also the result of business
services centres situated not only in Prague, but also growing in Brno and Ostrava. Therefore,
it is crucial to increase its lobbying and its awareness especially in three important fields.

Student awareness
Firstly, despite the Czech Republic having undergone an evolution in this sector during the last
few years, many educated people are not aware of the existence of the sector. The business
services sector is made up of international companies that are familiar for people all around
the world and everyone who starts to work in any of these centres can rely on high working
standards and a perfect start to their career. These people are mainly graduates and we are
now facing situations where many university students do not know about the job options
in the sector.
Therefore, what we see as decisive is to raise the awareness amongst students already from
high schools to universities and to increase their interest in this sector. These centres can be
a perfect start to their career and they should be aware of it.
In this regard, we propose the establishment of special lectures which would be led by any
of ABSL members. These lectures will enable companies to prepare the students the way they
need them to be ready for working in the sector. It will also help in increasing the knowledge in
terms of business services mentality and to spread the knowledge about the sector. We believe
that more frequent contact with universities can lead to better cooperation and together with
universities business services centres can promote availability of traineeships within their
company and future employment. What should also be highlighted is that in many companies
the training might be situated abroad and this fact is very attractive especially for young
students. Companies can also increase their presence at job fairs, which can attract more
attention to the sector as future employment.

Raise the awareness among students to increase their awareness
of the business services sector. Support needed at the government level
to review and amend the education system.
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The business services sector needs more support and attention from
the government. It is one of the country's largest employers with higher
added value than many other economic areas.

Governmental support
Secondly, to increase awareness amongst the students is one thing, but it is also necessary
to receive more support at the governmental level. We are more than thankful for such
a large number of universities from the west to the east of the Czech Republic with thousands
graduating each year, however the business services area needs more attention from
the Czech government’s point of view. It is in the end one of the biggest employers amongst
all other areas with high added value than most of the others. At this point our aim is to raise
perception of this sector as it is one of the fastest growing sectors in the Czech Republic
and will need even greater attention shortly.
An amendment to the Act on Investment Incentives adding shared services among supported
sectors was the first move going forward for better support from the government. However, it is
decisive to be in close contact with the governmental bodies; it is necessary to address people
within the government and offer them more knowledge. It is possible to cooperate, for example,
with the Diplomatic Academy that organises many seminars for governmental bodies.

Amending the education system
Thirdly and lastly, once the awareness of this sector is achieved at the governmental level
the education system should be also reviewed and slightly altered. The education programme
should be elaborated from high school’s level for the purpose of future university students
and graduates to be prepared for their role in the business services sector.
The curriculum should be more adapted to courses which can be more useful for student´s
future use in this sector. Subjects at high school can be more detail oriented facing the main
business services sector areas, giving better economic, financial and HR support. This also
follows for universities.
Closer connection with universities is therefore necessary. This can be done by introducing
courses where topics will be focused on the practical part of work in the BSS sector,
so students can have an idea that this is a place where they can use their knowledge
in the best way.
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Case Study - Johnson & Johnson
on Migration Policy
Currently, we have about 50% of our employees in J&J Global Business Services, who
are not originally from the Czech Republic, therefore they had to endure some sort
of immigration process. Being an EU citizen certainly provides advantages when applying
for work in the Czech Republic, as there are no limitations from the legislation point of view.
Yet limitations arise when it comes to communication with authorities, tax legislation which is
not harmonised within the EU or requesting the Czech residency. In this case, employees have
to individually search for help, there is no governmental support; therefore, we try to provide
the help via our Business Unit HR and Talent Acquisition team
.
It is more difficult for non-EU citizens who have to suffer long immigration procedures, going
through numerous paperwork that is, in most cases, only in Czech. What we do to support
those employees who relocate from a 3rd country and from J&J is to have them go through
a FAST TRACK governmental programme, which handles the immigration process in shorter
time and of which J&J Global Business Services is part. At the moment, this applies only for
J&J employees and it is something that can be applied in the future to all future J&J employees
relocating to the Czech Republic, who are not currently employed in the organisation.
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Limitations arise when it comes to communication with authorities, tax
legislation which is not harmonised within the EU or requesting the Czech
residency. We try to provide the help via our Business Unit HR and Talent
Acquisition team.
Also, in some cases J&J supports the relocations via using its internal Global Mobility
team, which assists with the legislation, move and initiation of work for the employee.
However, at the moment this is only available for certain roles, due to relatively high costs
on the processing side.
What would definitely help in the future, besides the harmonisation of certain legislation,
would be the support of the Czech Government in simplifying current processes, enabling
all necessary documentation in English, or having fluent English speakers at the Foreign
and Immigration state departments

4 | Technology and Automation
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The Business Services sector is enabled
by IT technologies.
Centralisation of business processes at the business services centres started with the
introduction of ERP systems and mainly with the fast rise of the Internet that interconnected
the globe. Companies that had their local internal business processes manned by local teams,
enabled by local IT systems and data stored in local databases suddenly got a chance to lower
their operating costs by using labour force in other parts of the world and run their business
processes with lower operating costs.
As a result, centralisation and standardisation of business process in shared services centres
(business services centres) began and companies quickly started exploring the benefits
of having their global business processes run in one (or a few) centralised locations. The first
business process that was centralised were simple transactional tasks, but as the business
services industry matured, the work and processes moving to the centralised operations have
grown in complexity and criticality.

TECHNOLOGICAL ADVANCES PUT INTO PRACTICE:
Over the past years, there have been significant advances in IT technologies used by business services
and the business services sector has taken advantage of those.
1.

Increased computing power enabled faster processing of large amounts of data.

2.

Newer and more sophisticated ERP systems interconnected all company departments and allowed more 		
internal business processes to be run remotely and in a centralised model.

3.

Better models of global connectivity and mainly exponentially increased connection speed coupled with 		
“voice over internet” technologies led to a dramatic increase in customer service and support centres.

4.

The introduction of Cloud and SaaS models led to a dramatic increase in the availability of modern tools 		
at a significantly lower cost.

As predicted by Gordon Moore, co-founder of Intel Corporation, computing
power has been doubling every two years.
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Facing unprecedented changes
Advances in IT technologies created the business services sector and have since then
impacted the business services sector significantly. However, till now, all the changes
in IT technologies have been somewhat incremental.
Today, we are looking at changes that are going to change the way the business services
sector has operated significantly and in an unprecedented way. As predicted by Gordon
Moore, co-founder of Intel Corporation, computing power has been doubling every two years,
leading to the point where we nowadays have enough computing power that enables practical
introduction of technologies that 10-20 years ago existed only in sci-fi movies and novels.

Interconnected world online
Firstly, the whole world is increasingly getting fully online and interconnected, including people
(via internet and social media platforms) as well as machines, cars, consumer electronics
and home appliances (via the internet of things). The amount of data collected every second
is massive and gives companies a huge opportunity to use the data to improve their products
and services. It also allows online modelling of physical world leading to significant increases
in applications of virtual and augmented reality. Most of us have probably already shopped
online and selected products having only looked at their virtual models.
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The amount of data collected every second is massive and gives
companies a huge opportunity to use the data to improve their products
and services.

Mobile phones are now commonplace and today more people access the internet via their mobile
phones than they do via desktop PCs. This development not only means that people are able to take
calls and work from anywhere in the world and do not have to sit in the office, but also changes
the way retail and banking industries operate. The need for brick-and-mortar stores and shops
is going away opening new opportunities to run traditional banking and sales processes from
centralised business services centres.

Robotic technologies stepping into transactional roles
Most importantly for the business services industry, the advances in computing power have led
to improvements in robotic technologies to the point where they are starting to replace humans
in the workplace in jobs/tasks that are transactional and relatively simple. In the business services
industry today, a large portion of processes and tasks are transactional (account payables, account
receivables, simple customer support, etc.) and the use of software robots can lead to a significant
reduction in the human effort required to do the work.

We are seeing the first practical examples of artificial intelligence
enabled robots supporting human workers in a more complex task, even
decision-making tasks.

Artificial intelligence boosting the rate of technological
advances
The progress, however, does not stop there and the robotics technologies are improving further,
especially with advances in artificial intelligence. We are seeing the first practical examples
of artificial intelligence enabled robots supporting human workers in a more complex task,
even decision-making tasks.
The changes are dramatic and the rate of change is increasing. With the introduction
of artificial intelligence, it is expected that the rate of technological advances impacting
business services will increase exponentially.
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The global IT trends are well visible in the Czech Republic and the majority
of business services centres are already exploring application of robotics
and automation in their processes. Many Czech BSCs have successfully
redeployed human workers with robots.

The future changes expected in IT space
It is challenging to make one simple general prediction about the changes that will take place
in the IT space over the next 10 years - we have therefore decided to take a detailed look at each
major IT area separately.
We analysed the future changes expected in each area and the impact of the forecasted
changes on the business services sector in the Czech Republic. We used data from various
global analyses focusing on IT trends and business services, and also information that we have
collected from ABSL member companies in the Czech Republic.
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Detailed Technology Analysis
KEY IMPACT ON
THE INDUSTRY

TECHNOLOGY

NOW

2025

Robotic Process Automation
(RPA)

Automation of business
processes using software
tools (bots) is on the rise
and majority of the BS
centres are piloting RPA.
While the first large scale
automation initiatives have
been completed, especially
in the customer service and
finance and accounting
space, several centres are
struggling to extract the full
value of RPA mainly due to
inconsistent and low quality
data, and fragmented and
non-standard processes.

RPA is highly developed,
mainstream, and used for
all standard transaction
processes in all domains.
A large range of advanced
RPA tools is available at
a minimum cost and is
accessible to organisations of
any size.

Low value added
transactional tasks and
activities (a large portion of
activities today performed
in BS) are fully automated.
A large number of low value
added jobs is completely
eliminated leading to a
dramatic shift in skills needed
in BS. More complex jobs
are moving to BS centres
putting extra demand on
education, training, and
retraining.New jobs related
to programing, maintenance,
and management of bots
are created. The importance
of client relationship
rises. Knowledge of RPA
technologies will be part
of “computer literacy”.

Artificial Intelligence (AI)

Progress in AI is exponential.
Advanced AI applications
are so far narrowly focused.
In BS, AI is used mainly in
data and business analytics,
forecasting, customer
service, and monitoring
activities.

AI is highly advanced and
is applied in all areas of
corporate as well as in
the customer’s world.
AI tools (such as Watson)
are common-place and
accessible at minimum cost.
AI enables real-time language
translation (including speech)
and full voice control. AI
enabled tools (for example
RPA) functionalities are
exponentially improved
and are able to deal with
non-standard processes.

AI enabled advanced RPA
replaces most of junior and
middle transactional roles
in BS. Many jobs, today
considered as advanced
and performed by university
degree holders (data analysts,
finance controllers, etc.) will
be eliminated. A large number
of junior-mid level domain
experts are released for more
advanced jobs.
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KEY IMPACT ON
THE INDUSTRY

TECHNOLOGY

NOW

2025

Internet of Things (IoT)

There are approx. 16 bn
devices connected to the
IoT in 2017. Approx. 50% of
the data generated are not
systematically collected and
analysed. The majority of
companies are implementing
the IoT in their products.

All electricity powered
machines/devices are
connected to the IoT. The
majority of consumer devices
are online and generate
data about their usage and
customer behaviour. All new
cars will be online. Enormous
data sets are generated.

Enormous amounts of data
will create demand for new
complex and advanced jobs
in data architecture, data
mining and data analysis.

Social Media

Initially, the main
communication platforms
for younger generations
are now mainstream and
have often replaced the
traditional media as the
main source of information.
Most consumer oriented
companies use social media
for marketing, selling, and
active engagement with their
customers.

Communication platforms
based on social media
have completely replaced
traditional communication
models including
traditional corporate b2b
communication tools.
The majority of product
purchases are done via social
media and most product
advertising is done via social
media.

There is high demand for
SM related jobs such as
content creators, community
managers, SM data analysts,
SM marketers.

Big Data

Big data are used by most of
today’s enterprises. Big data
analytics is fully recognised
as a domain and a field of
expertise

The amount of data gathered
is increasing exponentially
and big data analytics
& forecasting is an
inseparable part of business
decisions.The volumes
of data are very large and
sophisticated. AI enabled
tools are used for their
analysis.

New expert analytical
roles will move to business
services centres Knowledge
of big data basics will be
a must-have skill for most
of BS jobs.

.
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Detailed Technology Analysis
KEY IMPACT ON
THE INDUSTRY

TECHNOLOGY

NOW

2025

Virtual Reality (VR)
and Augmented Reality (AR)

VR and AR are employed for
personal use, the business
and corporate usage of VR
and AR is relatively limited.
Virtual reality is beginning
to make entries into the sales
process of cars, furniture,
and other high price products

An exponential increase in
computing power enables
exponential improvement
in VR and AR applications
making them available to
the wide public. VR/AR is
commonplace in all sales
applications and classical
mortar-and-brick stores are,
to a large extent, replaced
by VR stores. VR enabled
training courses are
a standard way
of training/education.

New roles associated with VR
usage in the sales process
will be created (virtual
store support, virtual store
manager). With the sunset of
the traditional way of buying
products, e-commerce will
take the lead resulting in a
significant simplification
of the underlying sales
fulfilment administration and
finance processes removing
a large number of sales
administration and finance
roles from BS centres.

.

Mobile and Cloud

The number of mobile phone
users have exceeded 7bn
globally and mobile phones
are becoming the main device
to access the Internet. The
majority of global enterprises
run their workload on cloud
and cloud solutions/storage
are available to the general
public at reasonable costs.

Mobile devices are the
primary way to access
the Internet, personal and
professional communication
channels, entertainment,
and stores. Individuals and
corporations run 100%
of their workload and data
on cloud, local storage is
non-existent.

Physical presence in work
is not needed, employees
can work from anywhere.
Non-traditional employment
models will become
commonplace (freelances,
crowdsourcing, etc.). BS
roles relating to local IT
infrastructure management
will disappear.

Blockchain (decentralised
databases)

The blockchain technology
is used mainly in virtual
currencies such as Bitcoin,
but is rapidly gaining traction
in other industries too.
The majority of industries
are exploring opportunities
to apply the blockchain
decentralised databases
concept to their data and
operations and speed up
data exchanges.

Blockchain (or other
decentralised) databases
are the main way of dealing
with large datasets and
data operations. Blockchain
global standards are fully
established and used.

Blockchain standards
will influence knowledge
requirements for data
analysts in business services.
It will create new roles in
real time data analytics.
New roles in decentralised
database programming will
be created.
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TECHNOLOGY

NOW

2025

Security

The security of corporate
data, personal data, and
personal identity is already
a large area of focus for
most of the corporations.
Mobility and digitalisation are
moving more sensitive data
online which increases the
necessity for data protection.

All corporate and personal
data are stored and available
online. New data privacy law
and regulations (such as the
GDPR) are in place to give
individuals more control over
access to their data and over
storage of their data. New
regulations are in place to
prevent data/identify fraud
(KYC, etc.).

KEY IMPACT ON
THE INDUSTRY
Processes related to identity
and data management
are centralised in business
services centres. New
roles/skills in large data
management, identity
management, and data
security are needed.
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Key takeaways from the expected changes
in technologies on the business services
sector in the Czech Republic
All the above trends will have a profound impact on the business services sector in the Czech Republic.
The scope of work done in business services centres will change and the way the centres have been
operating over the last 10+ years will change. Here are our key observations and predictions:

Low

Advances

value added transactional tasks will be completely
automated or will be completely replaced by RPA and
AI technologies.
This will lead to a significant reduction of the
currently entry level jobs in business services such
as account payables, receivables clerks, sales order
administrators, L1 services desk agents, etc., jobs that
are currently usually taken by university or high school
graduates.

in artificial intelligence and its application on
complex tasks will impact mid-level tasks and jobs
in business services too.
Today’s semi-complex jobs that are still transactional
such as general ledger accounting, simple data
analytics, entry level coding will be automated or
eliminated. This fact will impact employees that today
usually hold university degrees and have up to 5 years
of work experience.

New

A large

technologies will simplify many complex tasks that
today are out of the scope of business services
centres.
It will enable their further centralisation in business
services centres in the Czech Republic leading to the
creation of new high-value jobs that will require new
specialised skills.

AI

and AI enabled real-time translation tools will
completely remove the need for knowledge of
languages in back-office/non-client facing roles,
as all the task processing can be done in one
language. As a result, hard/technical skills will
become the key skill in the non-client facing roles and
the removal of the “language dependency” will enable
further globalisation of the process (potentially away
from the Czech Republic).

number of completely new jobs driven by advances
in artificial intelligence, social media, virtual and
augmented reality will be created in business
services centres.
The majority of these new jobs will require specialised
and often narrow domain expertise, making retraining
of people released from the simplest transactional jobs
challenging. All business services sector companies
will have to invest heavily in ongoing training
programmes for their staff.

Decreasing

costs of new technologies coupled with dramatic
automation will change the traditional business
cases for centralisation and offshoring (movement
of work to APAC countries) as the cost of labour
will become a less important factor. We expect that
more business services work will remain closer to the
corporate headquarters and customers. We will see
more business services work located in the CEE and
Czech Republic than in the traditional low-cost business
services locations in APAC (India, China, Philippines).
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Changes

in technologies will be permanent and
exponential and will put under pressure
the current educational system.
A four-year university cycle is too long, leading
to the need to dramatically restructure
education of technology specialists. Self-study
often enabled using online/virtual education
methods will become a prevalent education
method for specialist skills.

Basic

knowledge of advanced technologies such
as RPA, AI, data analytics will be become
a prerequisite for most jobs in business
services.

Mobile,

cloud, and digitalisation technologies
will enable work from home or work from
anywhere and the model will become the main
model of working. New employment options
such as freelancing, crowd-working, project
employment, flexible working, etc. will
become mainstream employment models,
the traditional full-time, permanent “9 to 5”
model will become obsolete.
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Key actions for the Czech Republic to remain
competitive in 2025
The Czech Republic has provided an excellent platform for the business services industry
and business services centres over the last 10+ years. The country has been able to compete
for the business services work very successfully with other CEE countries such as Poland,
Hungary, Romania, as well as lower cost locations in Asia such as India and China. Past
success, however, does not guarantee a winning position during times of revolutionary
changes in technology and operating models. If today, the companies have multiple options
where to place their business services centres, with the future changes in technology,
the options will only increase.

Therefore, considering the impact of the foreseen technological changes
on the business services, we believe that the Czech Republic must
adopt the following actions to remain in a competitive position
in the competition for global business services work.
1.

Computer science, technology related, and innovation focused education must be
an education priority at all the levels of schooling starting at elementary schools.

2.

Drive closer cooperation between the academic and corporate sectors to align 		
education curricula to the latest demands of the job market including
compulsory internships during the last two years of study.

3.

Government support of innovation, technology start-ups, and new technologies 		
in general via technology incubators, economic, administration, and tax support.

4.

Position the Czech Republic as an innovative country that can be a platform for
R&D and innovations that is an attractive destination for global technology experts.
Help attract global experts in the field of modern technologies significantly simplifying
and speeding the immigration process for selected professions and professionals 		
(Canadian point system?).
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Case Study – Comdata and Vodafone
The fact that centralising processes improves effectiveness and lowers costs has long
been verified in practice. But what about outsourcing of selected processes? Considerable
savings can also be made in this case, particularly if the partner company utilises modern
approaches and technologies. The recently awarded project by the Comdata Czech Company
for the Vodafone telecommunication operator can be used as an example.

“This was one of our biggest projects, within the terms of which we completely assumed,
redesigned and automated the customer’s back-office processes, “ Andrea Tonoli of
Comdata Czech stated and he added: “By handing over back-office to Comdata and
our platform, the Vodafone Company was able to significantly improve the effectiveness
of its corporate processes and reduce annual operating costs by 29 %.“

It is back-office processes that are most typical of the areas that companies entrust to their
outsourcing partners. This concerns standardised processes, which function in a similar manner
in various spheres of business and which can therefore be easily robotised. “Robotic automation
technologies are capable of processing tasks with an accuracy of over 95% and 20 times faster than a
human. Companies that decide to outsource can also devote all their attention to their sector of business
or establishment of relations with customers, “ Jonathan Appleton, director of the ABSL Association,
which associates companies in the business services sector in the Czech Republic, explains.
The Comdata Czech Company’s project is not only appreciated by Vodafone, but also by the
independent jury awarding the prestigious ABSL Diamonds awards. The Comdata Czech
Company received the highest award in the Business Excellent category (the best project in
the field of quality). The project was awarded a great number of points chiefly for the innovative
technologies used in the project. The Comdata Czech Company has been active in outsourcing,
taking on and subsequent improvement of the effectiveness of corporate processes for over
20 years and tests a number of automation platforms at its central research laboratories. “In the
field of robotic automation we particularly value our in-depth knowledge of customer care processes,
thanks to which we are capable of defining which back-office processes automation is suitable for with
regard to effectiveness and investment return-rate, “ Andrea Tonoli of Comdata Czech specified.

Andrea Tonoli, CEO Comdata
Czech, receiving ABSL Diamond
Award 2017 in the category
Business Excellence for their
project in automation of back
office operations that was run
in cooperation with their client
Vodafone.
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in the area of business services
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