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Dear Readers,
Business services centres began to appear in the Czech Republic approximately 15 years ago. The large offices were slight‑
ly reminiscent of an ancient Babylon – employees spoke English and other foreign languages and dealt with customer requi‑
rements worldwide, particularly by telephone. However, a number of years have passed since then, there has been a steep
increase in the number of centres, modern technologies have enabled many other corporate processes to be standardised
and dealt with centrally, which has resulted in new and attractive jobs, and this sector has quite inconspicuously become
a very important sector in the Czech economy; in 2017 it generated up to 5% of Czech GDP. So‑called “shares” or
“call centres” have become business services, which no longer handle trivial accounting operations or telepho‑
ne support, but more qualified and creative work thanks to the development of technologies, whether this
concerns IT, finance, logistics, HR, marketing or research and development. From the aspect of size, this sec‑
tor is slowly catching up with the automotive industry, which is dominant on the Czech market. Signals from
the market indicate that by 2020 over 100,000
people will be working in this sector. This
From the aspect of size, this sector
growth and the success of business servi‑
ces is chiefly related to what the Czech
is slowly catching up with the
Republic can offer to investors esta‑
automotive industry, which is
blishing their centres here. Even
dominant on the Czech market.
though most of them chose the
Czech Republic due to its excellent
location, stable economy and favourable costs, they remain here and continue to expand their bu‑
siness activities thanks to the quality they have found here.
So what are the other prospects of this sector? Will it continue growing at the same rate it has
so far? What work does this sector offer Czechs, what conditions and opportunities for development and what projects?
Should employees in this sector fear impending robotisation, artificial intelligence and other technologies? And how should
students and school graduates prepare for a career in this sector? We believe that this magazine will answer all similar ques‑
tions, offer several futuristic visions of future development and will introduce the entire sector and its career opportunities in
general.We hope you enjoy a pleasant trip into the future!
Ota Kulhánek, President of the ABSL Association
which associates providers of business services in the Czech Republic
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We are on the threshold of great changes
Why is the world no longer calling them “shared” services, but “business” services? Why is the sector
so successful in the Czech Republic and what type of work does it offer? And what does maintenance
of the sector’s current growth rate depend on? The director of the ABSL Association, Jonathan
Appleton, assumes that business services will soon be the biggest sector in the Czech economy.
Let’s start at the beginning – what should we
picture under the term “business services”?
This de facto concerns a specific outsourcing model.
Companies, usually large international companies with
branches in multiple locations, decide that they will
transfer part of their activities to a third party, or will
separate them into an independent branch or busi‑
ness services centre. This then carries out the specific
activity as a turnkey service. This typically concerns
activities and processes which are easy to centralise
and provide remotely. It may concern personnel man‑
agement, marketing, customer support, logistics,
accounting or similar. Companies have also recently
started to carry out activities related to research or
information technologies in this manner.

A globally active company hires an outsour‑
cing partner or establishes a subsidiary in this
country, which then operates its customer
centre or keeps its accounts. What motivates
these companies to realise these investments
in the Czech Republic?
Yes, that is exactly what it means. With regard to moti‑
vation, in the beginning, about 10‑15 years ago, the mo‑
tivation was chiefly the lower salary and other reduced
costs. But that may not ne‑
cessarily apply today. It is
important that we can offer
Current centres, which
a stable political and econo‑
were originally actually
mic environment, a good lo‑
a service division of a sin‑
cation in the centre of Euro‑
gle company, are increasin‑
pe, a high‑quality infra‑
gly offering their services
structure and particularly
in the form of outsourcing
a labour force with language
to other clients, and then
skills and qualifications.
they are basically so‑called
Companies that came to the
hybrid centres.
Czech Republic because of
costs, remain here and ex‑
pand their activities because of the quality they found
here. And new companies are still coming, even though
we are not capable of competing with many other
countries purely from the aspect of costs. And I am
not just talking about the former bastion of outsour‑
cing and shared services, i.e., India, but also about
other countries in Central and Eastern Europe.

˝
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Can we mention specific companies that have
transferred some of their processes to the
Czech Republic in this manner?
The following companies are members of the ABSL
Association, for example: Johnson & Johnson, Atlas
Copco, Bluelink, Lufthansa, Infosys and Accenture –at
first glance you can see that this concerns companies
active in many sectors, from tourism, through phar‑
macy and manufacture of compressors, to IT and
consulting. Even though I have named only foreign
and international companies, this does not mean that
Czech companies are not interested in this model of
carrying out selected company processes. Quite the
contrary. We have recently observed the trend of lo‑
cal companies establishing business services centres.
Therefore, our members also include Czech compa‑
nies such as Kiwi.com and OKIN BPS. Even though se‑
paration of some services makes sense mainly for lar‑
ger companies with multiple branches, every compa‑
ny can benefit from this procedure. This is not about
saving money, but the fact that a specialised partner
or centre is usually capable of providing the relevant
services in a higher quality.

How do you expect the sector to develop in the
future? Can the Czech Republic maintain its at‑
tractiveness?
We have observed that companies which originally
began with just a single service frequently move other
processes to this country. Current centres, which were
originally actually a service division of a single compa‑
ny, are increasingly offering their services in the form
of outsourcing to other clients, and then they are ba‑
sically so‑called hybrid centres. We expect this trend
to intensify in the oncoming period and this branch
will continue to expand. However, there are several
pitfalls here which could endanger the competitive‑
ness of the Czech Republic and therefore its attracti‑
veness to investors. In our opinion, it is chiefly nece‑
ssary to reduce the administrative burden during the
establishment of new companies and when employing
foreigners from non‑EU countries and to improve
support for technological education in the school sys‑
tem. Education in the field of maths could be expan‑
ded, for instance.

Jonathan
Appleton
Managing Director at
ABSL Czech Republic
He graduated from
Manchester
University and is an
authorised member
of the Institute
of People and
development CIPD
in Great Britain.
Jonathan worked
12 years in PwC in the
Czech Republic and
CEE region.
As a Director of
Education programs,
he provided guidance
to international
investors, helping
with strategies to set
up and develop their
activities in the Czech
Republic. Jonathan is
married with two
children. He enjoys to
spend free time with
his family at their
country house.

Which specific employee skills does the sector
need and is the traditional school system capable of preparing employees properly?
Our sector is changing rapidly, it is increasing in depth
and needs people who are capable of critical thinking,
capable of working with technologies, are communicative, even in foreign languages, are capable of working
independently and are willing to learn more and more
new things. Unfortunately, companies in our sector frequently come up against limitations in job candidates
which were caused by the traditional school system,
and have to invest considerable sums into finishing
their training and education. From our viewpoint it
would be ideal for education to take place in more intensive cooperation with the corporate sector and for
it to include more professional experience. Of course,
we cannot expect the school system to meet all our

requirements. Lifelong education will be essential for
everyone in the future. The times and the nature of
jobs in practically all sectors are changing rapidly and
this is why no one will be able to manage with what
they learnt in school for the rest of their lives.

And what about specific numbers? You state
that the number of employees will exceed
100,000, most probably in 2020. And what
else?
Of course, it is very difficult to imagine that the rapid
growth of the sector in recent years will continue at
the same rate. This year’s expected growth in the
number of employees will slow slightly and will range
at an estimated 11%. New technologies, such as robotic automation or artificial intelligence, which automate many activities, will probably be behind the slowing❱
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rate of growth. As a result, there will be less routine
and administrative work at centres and this will lead
to reduced demand for the relevant employees. Ho‑
wever, we must point out that companies will be capa‑
ble of centralising and operating many more proce‑
sses as a service as a result of adopting these techno‑
logies, due to which new jobs will be created. So, we
consider the future of the sector as a whole in the
Czech Republic to be promising.

Can you mention the main reason why job candidates should be interested in working in the
business services sector?
There are many reasons. The main reasons are the
opportunity for relatively rapid career progress and
the opportunity for further education and professio‑
nal development, for example. The millennial generati‑
on in particular is attracted to jobs in business servi‑
ces by the opportunity to work with modern techno‑
logies and to formulate new processes and work mo‑
dels. People there can basically be involved in the
birth of something new, the creation of new profe‑

ssions and the evolution of new services. Employees
who already have a family consider the flexibility of
their jobs, whether this concerns the option of wor‑
king from home or part‑time jobs, a positive point. In‑
teresting salaries, benefits and premium work envi‑
ronments are a matter of course in our sector.

Would you also recommend a career in a business services centre to school graduates?
Definitely. It is an excellent opportunity to acquire ex‑
perience in professional life and inter‑personal relati‑
onships. Graduates will learn to work in international
teams, which include several nationalities. They will
encounter the latest technologies and can advance
within a short time. They will be given the opportunity
to try working in various departments and find out
what they enjoy and what they are good at.

Since you mentioned salaries and benefits, can
you give us an example?
Of course, the starting salaries for graduates fre‑
quently range at over CZK 30,000, in the case of HR

QUESTIONNAIRE
Over 85,000 people currently work
in the business services sector in
the Czech Republic, and 10,000
new jobs come up every year.
What do employees enjoy about
working in this sector?
Mária Gajarová, Accountant, Atlas Copco

I think that I will always enjoy the openness, interaction
and team dimension of our work in business services.
I cannot imagine a workday spent in total isolation. The
mutual brainstorming, meetings, chats and calls allow
me to draw inspiration and help me examine things from
a different point of view. I enjoy resolving
problems and I know I always have
someone to turn to and to consult.
Another great advantage is
definitely the the great potential for
professional development and edu‑
cation. I am convinced that if you
houstly work on yourself, then business services will
provide you with support and allow you to develop. I like
the feeling that I always have new challenges and goals
before me, which I enjoy overcoming.
◾

Kateřina Znamenáčková, Knowledge

and Product Expert, BlueLink International
My job entails configuring new processes, identifying
ineffective processes and proposing changes to these
6/

processes on the basis of internal
feedback, and in collaboration with
our clients, the Air France and KLM
airline companies. I am also the key
contact person in relation to proce‑
sses and product information for em‑
ployees of our partner centre in Cairo, which is responsi‑
ble for the reservation department for eleven countries in
the Near East and North Africa for both airlines. My du‑
ties have given me the opportunity to visit Egypt several
times, to get to know colleagues who I am personally in
contact with every day, and to become acquainted with
their culture.
I like the fact that my work is very varied and flexible,
and that I have the opportunity for self‑fulfilment.
◾

Petra Veselá, Team Leader, Infosys

Working with people offers many challenges. A chemist
for instance prefers dangerous experiments to being at
the mercy of a client with a query of
some type. On the contrary, a po‑
sitive message from a satisfied
client or resolving a problem that
initially seemed to be impossible
is something that is capable of
charging us with the right energy.
Many minutes spent patiently explaining, seeking po‑
ssible and difficult‑to‑imagine solutions in the spirit of
„the impossible immediately, miracles within 3 days”,
that is the basis of our everyday work. However, the

ability to provide answers before a question is even
asked is much more important.
Being in constant contact with people and helping
them find a suitable solution, transforming indignation
into a smile, those are the key attributes of our role. ◾

Petra Krupičková, Procurement
Continuous Improvement Architect, Johnson
& Johnson Global Services
At J&J I was given the opportunity to establish some‑
thing completely new. I enjoy accepting every new cha‑
llenge! I love creating something from
the foundations up and it really
motivates me. The most interes‑
ting part of my work is the con‑
stant change. We are currently
establishing a completely new cen‑
tre in Prague with completely new
functions, so hundreds of changes are an everyday
occurrence. I like the fact that J&J is a company that
doesn’t just talk about its principles, but actually follows
them and creates a very pleasant work environment for
its employees. Work/life balance at J&J is a reality and it
is no problem being a mother while building a career. ◾
Eva Bobková, HR Services manager for
immigration affairs, Microsoft
Microsoft’s vision is to enable every person or organisa‑
tion in the world to achieve more, and this is also reflec‑
ted in our work in HR Services. The company enables us

Typical
start-up
wages in
business
services
for university
graduates
with English
knowledge
(in CZK)

FINANCE

IT

Accountant
Praha
28 000–33 000
Brno
25 000–30 000
Ostrava
25 000–30 000
Financial Controller
Praha
30 000–40 000
Brno
30 000–37 000
Ostrava
30 000–35 000

Specialist in IT Support
Praha
35 000–40 000
Brno
28 000–33 000
Ostrava
25 000–30 000
Software Developer
Praha
50 000–75 000
Brno
40 000–50 000
Ostrava
40 000–50 000

and numerous. They
focus on flexibility,
a healthy lifestyle and
a friendly work envi‑
ronment. Companies
from our sector want
their people to feel
truly comfortable at
work, and so employ‑
HR
CUSTOMER SERVICE
ees can use relaxation
HR Admin
Customer Service
rooms in the style of
Praha
30 000–38 000
Representative
an Alpine chalet with
Brno
25 000–28 000
Praha
28 000–33 000
a fireplace or dark ro‑
Ostrava
23 000–27 000
Brno
25 000–30 000
oms for meditation or
Ostrava
20 000–25 000
Specialist in Education
for a short restorative
and Development
Praha
35 000–40 000
nap at work. They can
Brno
25 000–30 000
go for a run on a track
Ostrava
25 000–33 000
SOURCE: RANDSTAD
on the roof of the
building, exercise at
the fitness centre, enjoy a massage or visit a cocktail
positions even up to CZK 40,000, and with regard to
bar or an outdoor terrace with a barbeque, for in‑
developers, salaries tens of thousands of crowns
stance.
×
higher are no exception. The benefits are truly varied

to keep learning and developing, not
only during our everyday job, but
also by taking part in interesting
projects. It is up to each person to
decide which opportunity to take.
I personally most enjoy working with the
wonderful people from different corners of the world
who enjoy their work, and this gives me an incredible
vibe. Microsoft also offers a range of above‑standard
benefits and an innovative environment and fully‑equi‑
pped office area.
◾

Michal Šrámek, project management

coordinator, Product Lifecycle Services,
Novartis Global Services Centre
Working at a global services centre is truly enriching for
me, and every day is different. One thing that I enjoy at
our services centre is the atmosphere with its multi‑cultu‑
ral environment.
With colleagues of sixty various nationalities, this
makes it the most diverse company I have ever worked
for. As well as the wonderful cultural
environment, I also have the
opportunity to work on various,
frequently global projects. It is not
unusual to have a video‑confe‑
rence with colleagues from Hyde‑
rabad, Kuala Lumpur or Brazil. But
the most important reason for working here is the com‑
pany’s mission – to discover new methods for improving

and extending human lives. I believe that our innovative
portfolio of products and our work here helps many peo‑
ple worldwide.
◾

Stanislav Cabák, Customer Care

Department Manager, OKIN BPS
I was enticed into working for OKIN BPS shortly before
my state examination at university by the company’s le‑
gendary friendly atmosphere and the opportunity to
speak English on a daily basis.
Immediately after starting my job. I was surprised
by how many opportunities for develo‑
pment I had within reach here. I just
had to have the courage to take
them. And so I became head of
my team after a year as service
delivery coordinator and subse‑
quently head of the Customer Care
Department with over 160 employees. In this de‑
partment we make sure that existing customers are
provided with maximum comfort when using the provi‑
ded services. We are proud that we are capable of
matching and frequently surpassing the best players on
the market in relation to the quality of services.
◾

Filip Nadymáček, Process Expert –
Document Processing, Panalpina.
After years spent abroad, my family and I decided to
return home and I wanted to sell what I had learned ab‑
road – the English language, a pro‑client approach, be‑

ing productive and striving to com‑
plete matters. I was also looking
for a job where I could learn so‑
mething new. At Panalpina I was
given the appropriate conditions to
start a new career in a beautiful and
modern work environment, but most importantly I was
given the opportunity to develop what I had learnt. I co‑
mmunicate with colleagues worldwide, I receive increa‑
singly more complicated tasks, I work in information
systems, which I was not previously familiar with, and
I learn how an international company works, how global
business works, while being able to stay in Karlín.
◾

Vojtěch Robotka, business engineer, Zebra

I started working for Zebra 7 years ago as a student of
FIT VUT in Brno. Zebra was developing new hardware
for RFID and needed to write a demo application to de‑
monstrate the entire solution. I immediately became
interested in working with hardware and new technolo‑
gies and this subsequently became
ideal for my future career develop‑
ment. I began my career at Zebra
as a software specialist. I now
work as a business engineer and
visit our clients and partners and
supervise the technical resolution of
complex projects. Zebra is a leader in its sector and my
task is to keep up with the latest technologies and keep
learning. That is what I enjoy most about my work.
◾
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A relaxation room, garden and fitness
gym at work? Of course!
Up to 79 % of applicants for a job in the business services sector want to see
their workplace before they sign their work contract. Why? Because for
a growing number of people their work environment is a key parameter for
making the decision on whether to accept a job offer. What specifically
do Czech employees appreciate in their job?

A

ccording to a recent survey by the ABSL, JLL and Skan‑
ska companies, employees are willing to accept a com‑
mute of 20 – 40 minutes at most, so they prefer office
locations in easily accessible locations. Half of the survey re‑
spondents actually prefer the centre of the city. Business servi‑
ces centre employees are also clear about what they consider
desirable facilities – the most important of these are a restau‑
rant or canteen, a free, high‑quality wi‑fi connection and a gar‑
den or terrace. Top priorities include a minimarket, showers, fit‑
ness centre, bike stands and children’s corner, if possible with su‑
pervision.

Open‑space offices are still the most popular system,
but …
“Even though the frequent discussions about open‑space offi‑
ces may give the impression that this system is not popular and
these spaces are in decline, the opposite is true. Only 5% of em‑
ployees still work in separate offices today and the open‑space
system is a clear winner in modern companies,“ says Helena Ta‑
bakovová from the ABSL Association. However, this type of
office is gradually undergoing a transformation and now also
includes areas intended for making telephone calls, relaxing,
sports activities, preparing snacks or for meetings, as well as
standard areas with desks. Varied office spaces like these are
better suited to the working requirements of employees in the
business services sector.
According to the aforementioned survey, employees spend
approximately 65% of their working hours on activities that re‑
quire concentration, 15% of their time is taken up by meetings
with colleagues from their team, approximately the same
amount of time (14%) is spent working with colleagues in a dif‑
ferent location with whom they consequently have to communi‑
cate using technologies, and they spend the remaining time
operatively on various jobs. “This modern type of open‑space is
now used by a fifth of employers in the sector and this trend
continues to expand because employees are satisfied with it,“
says Helena Tabakovová.

The reality may surprise you
So much for the survey of employee preferences, but does it
reflect reality? It seems that the reality actually surpasses these
preferences in many aspects. For instance, the popularly prefe‑
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rred terrace or garden can be found in a great number of busi‑
ness services centres today. The terrace of the Atlas Copco
Services Company actually has beautiful views of Brno, and
Microsoft’s terrace has wonderful views of Prague, including
Prague Castle. Employees can enjoy a morning coffee or hold
a meeting on the terraces of the Atlas Copco Services, Johnson
& Johnson and Novartis companies, the Infosys Company uses
its terrace for teambuilding activities, such as company celebra‑
tions or parties with a barbeque, and Microsoft uses its terrace
for relaxing in a swing, for playing a little football or during
lunch when employees can actually barbeque their food here.
Sports activities are also supported extensively at business
centres. At Infosys, for instance, employees can do yoga toge‑
ther or do sports activities on the adjoining running, skating
and cycling tracks. At the Johnson & Johnson business services
centre, employees have a gym with modern equipment, where
a wide range of group classes are taught by experienced in‑
structors. All of this is naturally free of charge. Companies also
honour employee preferences in the form of a central or easily
accessible location. For example, when the weather is nice em‑
ployees can walk along the river to the centre of Prague itself
from the Panalpina Business Services Company, which is located
in the Prague district of Karlín. It is an easy walk to Vyšehrad,
for example, from the Novartis Company, which has its offices
in Pankrác in Prague.
Division of the office space into individual functional zones is
also a matter of course, during which time an ergonomic layout
is applied and, in the case of the Panalpina Company, sufficient
lighting and space is also assured.

The work environment as a recruitment tool
As you can see, the work environment is becoming an impor‑
tant tool in the fight for employees that is currently taking place
in practically all segments on the Czech market. “Our sector ex‑
pands annually by about 10,000 employees, centres have to
compete with employers in popular sectors such as IT, finance
or business, and so the satisfaction of employees with their
workplace is very important to them. We are pleased that Czech
business services centres can boast truly premium work envi‑
ronments and conditions, which is evidenced by a number of
independent professional awards presented to our members,“
Helena Tabakovová concludes.
×

The Atlas Copco Services
Company’s business services
centre is located just a few minu‑
tes from the centre of Brno. Over
350 employees provide complex
financial services and support to
customers of the Swedish Atlas
Copco industrial company from
this location. This company was
established as a small company
in 1873 and in spite of the fact
that it now has over 34,000 em‑
ployees worldwide, it retains its
family atmosphere. The work en‑
vironment and corporate culture
at Atlas Copco in Brno is comple‑
tely different to usual corporate
environments, employees can
decorate their offices according
to their own imagination so that
they feel truly comfortable, they
have a rest zone with a terrace
available on the 20th floor, and
there is a friendly and informal
ambiance in the company.
×

The Johnson & Johnson Company’s business
services centre is located in modern offices in the
Waltrovka Complex in Jinonice, Prague. This new
seven‑floor building is full of technological ameni‑
ties and emphasis is also placed on maximizing em‑
ployee comfort. Each floor of the building is de‑
signed in a unique style and always represents one
region of the Czech Republic. All together the buil‑
ding gives the impression of a harmonic unit, which
inspires employees to maintain a healthier lifesty‑
le, provide effective cooperation and also enjoy
active relaxation. The centre supports 34 count‑
ries in Europe, the Middle East and in Africa in the
field of finance, purchasing, personnel mana‑
gement, customer care and logistics.
×
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The offices of the Prague branch of Microsoft offer varied work areas, which everyone
will be able to choose from – from classic desks with two monitors, through work stations
for working standing up, work corners with a coffee shop ambiance, to small enclosed
spaces – so called “telephone booths”. The building also boasts several special conference
rooms. One of the most popular rooms is called Aspen and its design is reminiscent of
a mountain chalet, including fur on the seating and a fireplace. So‑called hubs, areas whe‑
re employees can meet, enjoy free refreshments from a wide range of food and drink and
do some light activities or play musical instruments, are also interesting.
×

The Novartis business services
centre is situated in Prague in
Pankrác. The team here, which is
truly varied and consists of over
60 nationalities speaking a total
of 30 languages – provides a wide
range of services and innovative
solutions to divisions worldwide.
The company space was de‑
signed to meet the requirements
of individual teams and offers
the option of choosing your wor‑
kplace depending on the nature
of the activity you are currently
carrying out. This modern work
area consequently offers varied
alternative zones, which are in‑
tended to improve concentration
during work, collaboration, for
creative thinking and also for
rest and relaxation. The compa‑
ny promotes a healthy lifestyle
and meetings on the terrace or in
the park are no exception.
×
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Panalpina Business Services is located in the modern and easily accessi‑
ble Futurama business park in the Prague district of Karlín. The offices in this
business services centre, which provides support to business units of the
transport and logistics Panalpina Group worldwide, are spacious and state of
the art. The company offers its employees the option of long‑term professio‑
nal and personal development. As well as investing in education the compa‑
ny is also distinguished by its above‑standard benefits package. The team is
young, with an average age of 29 years, and people spend lots of time toge‑
ther even outside work, so the atmosphere here is very friendly.
×

The Infosys Company is located
in the neighbourhood of the his‑
toric centre of Brno. Employees
can travel to work by foot, on
their bike, on skates or by public
transport. The modern offices
include workplaces and also chi‑
ll‑out zones, where employees
can relax, and kitchens, where
they can prepare and enjoy lunch
and also meet colleagues from
various corners of the world. Em‑
ployees have the option of wor‑
king with the most modern tech‑
nologies, using the company lib‑
rary, doing sports activities on
the roof of the offices and taking
part in a number of team compe‑
titions, during which they can
win a magnificent breakfast, for
instance.
×
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The future of business services: new
technologies, new jobs, new skills
Experts in the business services sector agree that the sector is on the threshold of a new era.
The biggest changes will be new technologies, which also affect other industrial sectors today.
These trends, which include, for example, robotisation, artificial intelligence, IoT, big data, social
networks and virtual reality, will change business processes, result in the creation of new
services and jobs, and will introduce new employee requirements.

A

nd it is contact with these innovations that
makes employment in the business services se‑
ctor attractive to enthusiastic people from the
younger generation: interesting and exciting work is not
just about developing self‑driving cars or drones.

Robots and people
Robotisation, or so‑called robotic process automation
(RPA) in business services does not mean industrial ro‑
bots, but software tools which are capable of taking on
a significant portion of the work normally done by peo‑
ple, chiefly (but not exclusively) routine administrative
activities. Automation of accounting, reporting or simple
customer queries is followed by advanced tools based
on artificial intelligence being involved in resolving com‑
plicated tasks, such as administration and development
of software, analytics (including the creation of progno‑
ses), management of finance and decision‑making.
Work creating added value – i.e., work that requires criti‑
cal thinking, is more creative and also more entertaining,
is left to real people. This also concerns completely new
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positions related to the development, management and
maintenance of “bots”, and so knowledge of the related
technologies will become an integral element of compu‑
ter literacy in the future. “A great number of jobs in the
future will be based on collaboration between people
and machines – the people who are familiar with the
“language of machines” will therefore have a great
advantage on the job market, even in professions which
are completely non‑computerised today,“ says Jan Sko‑
ták, director of the international Infosys Centre in the
Czech Republic, who adds: “The basics of algorithmizati‑
on, programming and advanced computer skills will the‑
refore have to become an integral element of the educa‑
tion process on all levels. For example, the basics of RPA
are part of the entrance training for all new employees
at Infosys.“

Artificial intelligence which understands
language
The tools for working with natural language that are
being developed in the business services sector such
as digital assistance, so‑called chatbots and automatic
translators, are worth especial attention. For instance,
chatbots will execute most routine communication in
customer services in a few years’ time. As users of
smartphones are aware, digital assistance can manage
not only written, but also spoken forms of communica‑
tion without any problems. Automatic translators have
also advanced and it is no longer true that their out‑
puts are the subject of jokes. The relevant technologies
use machine learning and artificial intelligence more
and more frequently, instead of the previous statistical
analysis of texts. As a result, ignorance of a language
should no longer be an obstacle to access the relevant
information. “Advanced foreign language skills will re‑
main necessary where direct contact with customers is
required, and English may be the communication lan‑
guage of workplaces in business services. However, for
those people who can offer other desirable skills, insu‑
fficient language skills should not be a significant ob‑
stacle to working in business services,” Jonathan Apple‑
ton, Director of the ABSL Association, explains.

New services: analysis of large quantities of
data, administration of identities, creation of
content and management of communities
The business services sector will also be affected by
additional new technologies, which, like robotisation
and artificial intelligence, will result in a range of new
services and the related new jobs:
• For example, the phenomenon of IoT and big data
will create positions related to data architecture, da‑
ta extraction and analysis. In 2025, practically all
electrical devices will be interconnected and will ge‑
nerate on‑line data about their use and consumer
behaviour. This will concern enormous volumes of
data, which, unlike today, will all be compiled and
processed further. Tools using artificial intelligence
will be used to make business decisions and create
prognoses of future development on the basis of
analysis of these data. Knowledge related to analysis
of big data will become essential for most employ‑
ees of business services centres.
• We can expect a similar effect from mobility and
digitalisation. As a result of this phenomenon, more
and more sensitive data are accessible on‑line,
which increases security requirements. We can ex‑
pect that in 2025 practically all data will be on‑line
and new technologies preventing fraud, for instan‑
ce, identity theft, will be implemented. Data and
identity management will be centralised into busi‑
ness services centres, where as a result new securi‑
ty‑related jobs and professions will be created.
• At the same time, social media will essentially repla‑
ce traditional business tools for communication be‑
tween business partners (B2B) and will become
practically the exclusive platform for sales and mar‑
keting. A number of new jobs will be created in the
field of business services as a result of this, for
❱

ACCOUNTANT IN A BUSINESS
SERVICES CENTRE
Jirka is an accountant for Atlas Copco and when
he started work at our company a year ago, he
was shy of communicating in English, he only had ordinary user skills in Excel and
he had heard very little about SAP.
Over the 12 months he has worked for us he has learnt everything he needs and
successfully manages his monthly preparation of group reports according to IFRS.
He works on monthly final accounts, reporting, the annual final accounts, including
tax returns, and enters salaries and other entries to the main ledger.
Thanks to flexible working hours and a part‑time job, he has control over his sche‑
dule and has found new friends among his colleagues.
Be like Jirka, visit our career website at Atlascopcoservices.jobs.cz and enjoy the
best view of Brno.

DO YOU SPEAK FLUENT ENGLISH, GERMAN OR FRENCH?
DO YOU WANT TO TRAVEL?
DO YOU WANT TO LEARN
HOW TO WORK IN TOURISM SYSTEMS?
The international BlueLink contact centre in Prague is looking for new colleagues!
Become a member of a team providing expert customer services for prestigious
airlines, such as Air France, KLM or Delta.
We offer a friendly, multi‑cultural collective, attractive work environment, interes‑
ting starting salary, the opportunity for career growth and significant discounts on
air tickets worldwide.
Send your CV to work@bluelinkservices.cz or write your queries on WhatsApp
720 955 678.

TEAM LEADER
We are looking for a colleague for our team in Brno
who:
has prior experience in leading a team, is capable
of delegating tasks and advising team members,
considers processes and plans effective measures, communicates, coaches and
motivates.
What can our new colleague look forward to? A modern office near the centre of
Brno • a contract for an indefinite period • regular bonuses in addition to their sa‑
lary • 5 weeks holiday • food vouchers • multisport card • out‑of‑work activities –
BBQ with colleagues • yoga on the terrace • education • sports activities and the
opportunity to meet people from around the world. And that’s still not all! Our busi‑
ness centre offers a restaurant, pharmacy, fitness centre, shop, health‑food shop
and in‑line track. Are you interested? Send your CV to brno@infosys.com today.
#WorkLifeHarmony #GreatLocation #Multilingual

JUNIOR ACCOUNTANT WITH
ENGLISH also suitable
for university graduates

Join our
Prague team
Novartis s.r.o. – Novartis Global Service Center
Na Pankráci 1724/129, 140 00 Praha 4

www.novartis.com/careers

We are looking for a junior accountant with English for our team. If you speak good
English, are familiar with accounting basics and can work with Excel, we will be happy
to welcome you to our team!
JOB – complex accounting, collaboration on various financial processes, reconciliati‑
on of monthly and quarterly accounting, final account operations, accounting fixed
assets, collaboration with other financial teams (administration of supplier invoices,
accounting receivables…]
REQUIREMENTS – advanced English language skills (daily use] • at least 1 year of ex‑
perience in the field of accounting, finance, taxes, audit (also possible as a trainee pro‑
gramme, internship or part‑time job while studying] • basic knowledge of accounting •
advanced MS Excel skills • good organisational skills, willingness to learn • team spirit
13/

example, content creators, community management
and analysis of data from social media.
• Another very significant phenomenon that will re‑
sult in a revolution in workplaces comparable to ro‑
botisation is virtual and augmented reality (VR/AR).
Even though the most visible example for use of this
technology at present is computer games, the first
attempts to implement it into a corporate environ‑
ment are already appearing, for instance, in the field
of education or when selling more expensive goods.
Virtual reality provides much better information and
context than current technologies and so experts
expect that by 2025 VR /AR will be used in practica‑
lly all sales applications. Companies will respond to
changes related to the implementation of virtual re‑
ality by further centralising processes and transfe‑
rring them to business services centres. This will
concern, for example, sales, contact with customers,
data analysis, development and administration of
interfaces and similar. New processes will also result
in new jobs, such as specialists in design and in the
management of virtual shops, designers of virtual
environments and their testers.

Creativity and communication are always
needed
What do all these changes mean for job applicants?
Positions that do not require direct communication
with clients will require a more advanced level of tech‑
nical skills, critical thinking and specific specialities –
whether this concerns finance, logistics, marketing, the
IT or HR sectors. Computer literacy will mean some‑
thing a little different than it does today, because
cloud, automation and artificial intelligence will take on
some previously typical IT activities, such as network
and database administration. Knowledge in the field of
big data or RPA and AI technologies will therefore be
more important.
However, we must point out that work in business
services in the future will not be all about technologies
and IT. “Jobs that require communication skills will re‑
tain their great importance and people who enjoy con‑
14/

tact with clients or discussions and managing their co‑
lleagues who work remotely, for example, and practica‑
lly never meet personally, will also find a place,” says
Jonathan Appleton, who adds: “Positions the purpose
of which is to evoke emotions are also starting to
appear. For example, specialists in WOW effects, who
will find employment in customer services or in shops.”
Interesting new job opportunities are also appearing in
companies such as Johnson & Johnson, where the fo‑
cus is on progressing from simply measuring perfor‑
mance parameters and monitoring effectiveness, to
improving the overall image of the work environment.
“We want to transform our company into a place whe‑
re all employees will feel comfortable and will feel ful‑
filled by their jobs. This is why it is very important to
have dedicated professional support for the field of in‑
ternal communication and establishment of a corpora‑
te culture which is based on mutual respect, cooperati‑
on, creativity and innovative approaches to handling
tasks,” says David Mansfeld, Managing Director of
Johnson & Johnson Global Business Services. A specific
example is positions focusing on management and co‑
mmunication of changes, with the goal of clearly infor‑
ming employees about the purpose and results of new
projects, their contributions to the company and the
effect of individual departments or roles supporting
the involvement of employees within the terms of
a wide range of company activities, ideal use of office
space and modern technologies.
And what can we say in conclusion? Basically that pro‑
gress is so fast that the education you obtain will most
probably not be enough to last you your whole life.
Which is why the key prerequisites for obtaining an inte‑
resting job, in addition to technological knowledge (or
the ability to work with technologies), will include the wi‑
llingness to learn and develop your skills. The good news
is that most Czechs are aware of this fact. According to
the recent Workmonitor survey by the Randstad Com‑
pany, 80% of respondents who were Czech employees
stated that they have to continue learning in order to
retain or improve their employability.
×

ACCA – skills employers want
Always relevant, always updated
yourfuture.accaglobal.com
Continuing professional development
ethics – trends – partners – knowledge sharing – networking
200.000 members

486.000 students

113 years

180 countries

# 1 in developing the accountancy profession the world needs

HR ADVISOR – PERSONNEL
OFFICER
HR Services are an important part of the success of our entire organisation,
focusing on the administration and optimisation of employee processes,
such as employee recruitment, changes to employment, education and development, etc.
You have the unique opportunity to acquire experience in an international environ‑
ment, and as we support the entire European region you will become a specialist in
local personnel legislation.
WE REQUIRE – 2–3 years of relevant experience in administration • familiarity with
SuccessFactors or SAP an advantage • excellent communication skills [spoken and
written English) • discreetness, the ability to work with sensitive data • organisatio‑
nal skills and a sense for detail.

ADMINISTRATIVE WORKER
FOR CARGO TRANSPORT BY
SEA AND AIR
RESPONSIBILITY – processing customer requirements • assuring timely and
accurate documentation • providing potential clarification to colleagues worldwide
REQUIREMENTS – Vey good English language skills [B2/C1) • Computer literacy
[MS Office] • A strong sense for organisation and for details.
BENEFITS – food vouchers covered by the employer • bonus system • 5 days
extra holiday • 3 sick days • multisport card • benefit cafeteria • mobile
telephone including tariff • contribution towards additional pension and life
insurance • language and other courses.
If you are interested in our offer,
please send your CV in English to Jana.Kralova@panalpina.com.

Strategic partner

SENIOR PROJECT MANAGER

KEY WORK ACTIVITIES – responsibility for entrusted
projects from the beginning until their completion •
professional communication with stakeholders • in‑
spection of individual parts of a project • resolution of
occurring problems • active seeking of opportunities for new in‑house projects and
internal process improvement
WE REQUIRE – Active English language skills (at least B2 level) • experience in gene‑
ral project management • excellent knowledge of the entire MS Office package •
excellent organisational and communication skills • certifications are a great advan‑
tage [Prince2, Six Sigma] as well as knowledge of VBA
WE OFFER – a multi‑cultural environment, friendly collective • work on interesting
projects with interesting people • the opportunity for further personal and professio‑
nal development/career growth • employee benefits
CONTACT – Jakub Nohavica, jakub.nohavica@okin.eu

WE WANT YOU IF YOU:
• are interested in education of customer-orientated
professionals, learn quickly and can adapt to a dynamic
environment
• have excellent communication skills in the English
language at least (additional languages an advantage)
• have extensive organisational skills and are
detail-orientated
• are interested in working independently and as part of a team
For technical positions we require interest in technologies, ideally in the
field of portable computers and operating systems.
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The Czech Republic needs a more
effective education system. Alternative
projects may help
Massive adoption of new technologies, the related transformation of corporate processes and
creation of new professions means that there are new requirements for employee skills. It is no
news that traditional education is not managing to integrate the necessary trends into its
curricula and is falling behind the job market, and according to experts from the business
services sector this gap is getting bigger.

C

ompanies are having to invest considerable funds not only in‑
to developing their people, but also into their actual training.
Implementation of compulsory internships and closer coope‑
ration between the education system and the commercial sector, and
also a narrower focus by the education system on informatics, tech‑
nologies, innovations, and analytical and critical thinking, all from pri‑
mary school level, should help.
“We don’t want to just criticise, we want to actually help. Not on‑
ly companies from our sector, but also the Czech education system
as such,“ says Helena Tabakovová from the ABSL Association. “Even
though it may not seem so at first glance, this is about the competi‑
tiveness of the Czech Republic. If we have educated and practically
prepared graduates and employees, we will succeed in retaining inte‑
resting jobs in this country. We do not want to be the assembly
shop of Europe, on the contrary, we want innovative projects, pro‑
jects of the future to be realised at our centres.“
And what do today’s school graduates lack most frequently? Not
just education in the most modern technologies, which are changing
established work procedures today, but frequently also basic analy‑
tical skills, critical thinking, soft skills and often, unfortunately, also
work habits. As a matter of interest – business services centres usu‑

Popular locations
for business
services centers in
the Czech Republic

Liberec
Ústí nad Labem

Kladno
Rakovník

Turnov

Roztoky u Prahy
Prague

Hradec Králové
Pardubice
Chrudim

Plzeň

Okříšky u Jihlavy

České Budějovice
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Jihlava

ally spend approx. 3‑6 months training their people. A piece of infor‑
mation that speaks for itself…

Company education is the alpha and omega

As well as training new company employees, companies in the busi‑
ness services sector also invest massively into further development
of their people: they provide them with an average of 40 hours of
training in their line of work per year, nearly 70% of centres also in‑
vest in training their managers in the field of coaching and 74% in‑
vest in language courses. As well as their own company academies
they also collaborate with various educational institutions, which of‑
ten use revolutionary new educational methods. “These could also
serve as inspiration for the traditional education system,“ Helena Ta‑
bakovová believes.
One good example of an institution that helps companies deve‑
lop their employees’ competence is the Association of Certified
Accountants (ACCA). For instance, the Atlas Copco Services finan‑
cial centre considers its complex programme a key pillar of the pro‑
fessional education of its people. According to centre director Ro‑
man Pavloušek, the programme follows on from the knowledge
acquired by university graduates and very effectively develops this
knowledge: “ We currently
have over a hundred emplo‑
yees in this programme,
which puts us in the top 5 by
the number of students we
have in the programme, right
behind the big four auditing
companies. ACCA studies
provide an excellent combi‑
nation of technical
Dolní Dobrouč
knowledge in accounting/
Hradec nad Moravici
financial reporting and busi‑
Ostrava
ness processes, and also for
example advanced English
Olomouc
Rožnov pod
skills. In combination with
Radhoštěm
Blansko
additional language courses
Vyškov
Zlín
and training in soft skills, this
Brno
helps us establish high‑quali‑
ty first‑rate teams and crea‑
SOURCE: ABSL REPORT 2018

te motivated employees that work on their development and ca‑
reer.

Innovations in education
Business services centres can also develop their employees by me‑
ans of Stages Alliance for YOUth projects or the International Duke
of Edinburgh Award. “These are projects which we have established
a partnership with because we believe that they can bring about real
changes. Using literally ground‑breaking methods they can help stu‑
dents of various ages learn the skills urgently required by today‑
’s market, which is influenced by technologies and artificial intelligen‑
ce,“ Helena Tabakovová explains.
In cooperation with 50 major companies in the Czech Republic,
Alliance for YOUth endeavours to help young people obtain the rele‑
vant work experience and learn the work habits and skills that toda‑
y’s job market needs, thereby increasing their employability. The in‑
ternational Duke of Edinburgh Award also supports young people in
their personal development and in the acquisition of skills they can
use in their future employment. Participants of the programme also
become part of an international community and have the opportuni‑
ty to obtain financial contributions for their activities. The Stages
Project, which was established in Ústí nad Labem by talent develop‑
ment expert Opher Brayer from Israel, introduces a unique educatio‑

nal method based on simple games, which increases creativity and
learning speed. While the conventional education system insists on
knowledge, Mr Brayer’s method focuses on developing technologi‑
cal abilities and skills in the field of STEM. His methods are slowly
being implemented at primary schools in the Ústí Region, where sig‑
nificant progress is evident. Children learn up to ten times more
quickly and this method changes their way of thinking.
“All these educational activities are very beneficial, not only for our
sector. Practically every sector is changing rapidly and becoming more
in‑depth today thanks to digitalisation. Jobs and the requirements pla‑
ced on employees are de facto changing under our hands and critical
thinking, the willingness for lifelong learning and the ability to adapt to
new conditions will be key employee advantages. This is also why we
believe that the aforementioned Stages Project, for example, will
spread to schools throughout the Czech Republic and that it will help
educate a new generation of experts,“ Tabakovová concludes, with the
understanding that Stages is not just about educating children and
students, but that it may also help significantly during company edu‑
cation. ABSL members now have the opportunity to acquire effective,
high‑quality educational programmes for their employees by means
of Stages and simultaneously contribute to the development of pro‑
jects at schools. And this means that we come full circle and that the
education system could quickly catch up to the job market.
×
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Do you want to work with the best?
Then learn about the diamonds in the
business services market
Every year we add several new diamonds to the business services jewellery box. These are companies
that were awarded an ABSL Diamond for cultivation of the sector in the Czech Republic or for
interesting projects that increased the standard for providing services, corporate processes or the
work environment. Do you want to work for a company that inspires the rest of the companies in the
sector? Do you want to be involved in similar projects? Then learn about the winners of last
year’s competition and follow this year’s results, which will be announced in November!

T

he OKIN BPS Company was presented the award in the Best
Project in the Field of Education category for its complex
educational programme, which includes a wide range of
courses intended for employees and also for the public. Various
types of academy are intended for employees – e.g., network, language or CLOUD academy, as well as courses in soft and hard skills.
Network workshops are intended for the public, particularly students and other parties interested in expanding their knowledge in
the field of IT. In this manner the OKIN BPS Company not only inc-

reases the competence of its own people, but also obtains access
to qualified potential employees. Approximately 40% of workshop
graduates find employment in OKIN BPS technical teams.
The award for Best Innovation went to the BlueLink International Company, which developed and successfully implemented the
Laura chatbot within a period of 6 months. This chatbot serves
customers contacting the Transavia airline by text message. Laura analyses incoming messages with queries from customers
about various topics – from reservation of tickets, through po-

ABSL DIAMOND AWARDS 2018

Become the future Diamond
of Business Services!
Nominate your unique project and receive
the prestigious award ABSL DIAMONDS 2018.
More information on ww.absl.cz or for expert consultations
contact helena.tabakovova@absl.cz
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tential delays, travel documents or luggage, to complaints. If the
chatbot is sufficiently certain that it has understood the custo
mer’s requirement, it finds the required knowledge in the know
ledge database and in external systems and composes answers
from this information. If it is not certain, it leaves the conversati
on to the experts. The project has resulted in a marked reduction
in the time needed to settle customer queries – from 300 to
90 seconds.
The AnheuserBusch InBev Czech Company merited its award
in the Best Customer Project category for a project that impro
ved the process for settling complaints by internal and external
customers from hundreds of countries worldwide. Centralisation
of these processes in Prague and simplification of the approval
process resulted in a number of advantages. It increased custo
mer satisfaction by 33% and reduced the number of complaints
by 20%, while the volume of distributed beer increased by 20%.
The Siemens Company was presented an award in the Best Ad
ded Value category for its project focusing on improving the skills
of selected talented employees. These employees subsequently
contribute to improvement of services and the results are evident
not only in the growing satisfaction of customers, but also in the
growing satisfaction of the employees themselves. This idea, which
was created by the Prague Siemens team, is now also being imple
mented in branches in other countries.

The award in the Best Project in the Field of Quality category
went to the Comdata Czech Company, which executed a complete
redesign and automation of backoffice processes for its custo
mer, a major Telco operator, which reduced annual operating costs
by 29%.
The CDK Global (Czech Republic) Company received the award in
the Employer Branding category. This company drew inspiration
from the iconic Lennon Wall for its recruitment campaign, because
a market survey indicated that in most cases people change jobs be
cause they are bored with their current employer. CDK Global used
the campaign to show that it doesn’t know the meaning of the word
“boredom” – it organised 6 concerts, during which a challenge pro
mising a colourful and dynamic career was projected on a screen.
Interested parties were then able to talk to current employees at
a stand and confirm that people enjoy working for this company.
The SAP Services Company was awarded in the Innovative Work
Environment category when it moved its offices into a modern new
space, the appearance of which the employees themselves had the
opportunity to influence. The goal was to move the three legal enti
ties of the SAP Company (SAP Services, Concur and SAP Ariba) into
one office space and also to offer employees a firstclass work envi
ronment. When creating the office space, which covers 24,000 m2,
emphasis was placed on clever and effective work methods, a heal
thy lifestyle, ecology and employees’ leisure time activities.
×

From Ostrava to Anywhere in the World

shift
to what you deserve

OKIN BPS started as a Shared Services Centre for a global
telecommunication company in Ostrava 14 years ago. Since then,
it underwent dynamic development and growth and has become
the respected „Business Process“ partner with a turnover of over
one billion CZK.
OKIN BPS provides complex services in the supply of business
processes. In particular, it provides business network support,
the development of technical solution proposals and price
offers, project management and implementation services, third
party management, technical support and multilingual customer
service.
OKIN BPS offers all services in 5 European languages and technical
customer support in 8 other languages. Its three service centres
assist our end users 24 hours a day, 365 days a year. Currently, the
company is focused on expanding into emerging technological
solutions such as automation and concepts using elements of
artificial intelligence and machine learning to boost productivity,
process efficiencies and customer satisfaction.
You can learn more at www.okinbps.com.
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Every Infoscion is
the navigator of our clients’
digital transformation
SEND YOUR CV TODAY!
brno@infosys.com

FOLLOW THE ZEBRA
IF YOU KNOW

#NowHiring
#GetExperience
#WorkLifeHarmony
#GreatLocation
#Multilingual

Zebra Technologies is a global company
whose products are providing innovative
solutions in more than 100 countries all over the
world. Zebra is now a leading brand in barcode
printers, barcode scanners, RFID technology,
handheld computers and many more. You can
find our products and technology solutions
everywhere.
Brno Shared Service Center is a hub of
excellence for Zebra globally. In Brno we support
our customers and our colleagues from different
countries. Thanks to our daily work our
customers are satisfied and their own business
can run as smoothly as possible. In the Brno
office you can meet people from over 30
countries and hear more than 10 European
languages.

Join us now!
Use the QR code and
apply, or contact us at:

CZRecruitment@zebra.com
http://zebra.jobs.cz

