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INTRODUCTION

The last two years were definitely unpredictable 
and demanding for all of us.

With the global crisis risk, slowdown in business 
investments, especially real estate development, 
temporary lockdowns, the transition to remote 
work... What were the consequences of all the above 
factors on GBS business? How has the industry coped 
with all the challenges and what is really ahead?

Service delivery models must always be able 
to evolve and rapidly adapt to changing needs 
- perhaps now, during the pandemic and “post-
¬pandemic” times even more than ever. The so-called 
“new normal” does not mean we can rest on our 
laurels and look to the future with confidence.

The constant drive for efficiency, cost cutting and 
standardization are forcing global organizations 
to redefine their priorities. Being open to change 
seems to be crucial for expanding operations and 
enhancing the customers’ experience. In order to go 
deeper and explore how to achieve excellence, we 
decided to get closer to top managers’ mindsets.

May you live in interesting times! We have conducted a survey “Future of GBS” and 
questioned the decision-makers, mainly European Center 
Heads and Service Managers from GBS or SSC organizations.

The survey composed of 20 closed questions strove 
to understand how the last two years especially 
have challenged the way GBS have operated and 
what the operating model would look like.

The results, contained within this publication report: 
“Future of GBS - Facts and predictions”, provide a solid 
insight into GBS plans for most commonly supported 
functions, key solutions, business objectives and 
the need for digital acceleration. This may assist 
in rethinking the current operating model.

Adaptive SAG has always promoted conferences and research 
to discuss trending topics strengthening the relationships 
between GBS industry representatives, providers and other 
parties, to foster positive debates and improvements.

This is also the purpose of this report, offering a brief 
overview of the present role of GBS in these exceptional 
times, and seeking to highlight the challenges or specific 
issues that might be critical in the next few years.

We hope to provoke vibrant discussion on the future of GBS.



HIGHlIGHTS

gETTINg ClOsER 
TO THE BUsINEss

SSC/GBS organizations expect to be more engaged 
in End-2-End functional business partnering (36%) 
to help optimize performance and increase efficiency.

More than 50% of decision-makers declare a strong 
or very strong interest in working closer to their 
parent companies, and being more involved in the 
business strategy.

In order to strenghten the cooperation with 
Headquarters, the respondents plan to install Global 
Process Owners predominantly within or very close 
to GBS organizations.

IN DATA WE TRUsT

Still the most principal functions supported by SSC/
GBS centers are Finance & Accounting (86% of the 
centers), followed by HR (77 %) and  IT (60%).

Supply Chain & Logistic, Analytics/Research and 
Procurement are the most expected services to 
develop in the upcoming 1-3 years.



HIGHlIGHTS

HOW TO AUTOMATE 
BEYOND WHY AND WHAT

In terms of automation, GBS organizations indicate the 
case management enablement solutions as the most 
frequent used digital enabler to streamline, standarise 
and improve the processes. Two other technologies to 
invest in the near future relate to team engagement 
software and RPA. 

The process complexity seems to be the most common 
showstopper while deploying automation.

gET OVER THE COVID-19
Retention of talents and online recruitment both 
seem to be the biggest challenge in the pandemic 
and post-pandemic times.

Although interviewees expect to engage more in 
‘back to the office’ model, the level of remote work 
and home office is not going away any time soon.



What category best describes 
your type of organization?

What role do you hold within 
your organization?

Other - R&D Center; Branch; Technology

68%

18%

 14%

Head of 
gBs/ssC

Manager 
of gBs/ssC

Other

88%
8%

4%

BPO

OTHER

gBs/ssC

GBS and SSC model are the leading categories of organizations among the  representatives surveyed.  

The survey was addressed to the management 
staff, which 68% of respondents are positioned 
as Head of GBS /SSC role.

In partnership with
Business Process Outsourcing
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SCOPE & CAPABIlITIES

How many FTE works in GBS/SSC organizations and where their centers are located?

The survey represents a good mix of large, mid-size and small business centers. Close to 60% of survey respondents represent large 
multifunctional GBS organizations with employment of 500 FTEs or more, while 40% represent mid-size or small recently developed units.

71% of the responding leaders developed their centers in Central Eastern Europe, while 55% also have centers in Asia Pacific region and 
31% in Western Europe.

0 – 100 FTE

Asia Pacific

Western Europe

North America

Latin America

Middle East & Africa

100 – 500 FTE

500 – 2000 FTE

>2000 FTE

13%

28%

31%

55%

71%

26%

(inc. Turkey)
Central & Eastern Europe 
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12%

32%

28%

28%



Scope & capabilitieS

The facts show that the most dominant functions supported by GBS/SSC organizations are Finance & Accounting (86% of the interviewed 
centers support that domain), Human Resources (77% respectively), IT (60%), Procurement (59%) and Control&Compliance (58%).  

The most interests for future growth are anticipated for Supply Chain and Logistics, Analytics & Research as well as Sales & Marketing functions.

What functions are supported by GBS/SSC organizations? 

21% 6%

10%

12%

14%

14%

21%

10%

13%

8%

18%

12%

18%

13%

13%

3%

24%

24%

36%

36%

38%

41%

41%

42%

50%

58%

59%

60%

77%

86%Finance & accounting

Human Resources

IT

Procurement

Control & compliance

Analytics/research

Contact center

Payroll

Industry specific function 

Supply Chain & Logistics

Sales & Marketing

Internal audit and risk

Legal Service

Engineering/R&D

Real Estate Service

Already supporting

Planning to support in 1-3 years

21%

18%

Supply Chain 
& Logistics

Analitycs/research

Most likely 
to be transferred 

to GBS
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Scope & capabilitieS

GBS organization leaders foresee a limited interest in development of real estate support, engineering and legal services. 

What functions are not planned to be supported by GBS/SSC organizations? 

Real Estate Service

Engineering/R&D

Legal Service

Industry specific function

Internal audit and risk

53%

46%

46%

31%

29%
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Scope & capabilitieS

Survey participants identified transactional tasks as key solutions provided currently by their GBS/SSC organizations.

Key future opportunities relate to data analytics, end-to-end functional business partnering and GBS growth for advanced 
conceptual activities.

What solutions are provided by GBS/SSC organizations? 

Transactional tasks 90% 3%

90%

64%

46%

33% 22%

36%

27%

5%

Advanced conceptual tasks 
(e.g. digital marketing)

(e.g. reporting)
Basic conceptual tasks 

E2E functional 
business partnering

Analitics/Forecasting

Already providing Planning to provide in 1-3 years 
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SCOPE & CAPABIlITIES

Reporting, Transition and Project Management & PMO are some of the leading services provided by GBS /SSC organizations 
at the moment. Domain knowledge services, process excellence teams and automation are also very widely supported 
(>60% of the centers).

Further investments in global process ownership, data analytics and knowledge management expertise are highly expected 
in the coming years.

What services are provided by GBS/SSC organizations? 

Reporting

Transition Management

Project Management & PMO

High expertise domain knowledge

Data Analytics

CoE, Process Excellence (GPO)

RPA and automation

Knowledge management

Training & Development

Change Management

83% 10%

9%

12%

19%

29% 29%

26%

27%

18%

26%

22%

17%

73%

71%

69%

65%

64%

64%

58%

57%

49%

Already providing Planning to provide in 1-3 years 

Focus on

Knowledge
Management

Data Analitics
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Scope & capabilitieS

Respondents regard standarization and efficiency of processes as the main benefit of establishing a GBS function followed 
by development of the overall business capabilities and faster enablement of digital transformation. 

How would you describe the main objectives of your center?  

56%Developing
capabilities

55%Digital agenda 
acceleration

72%Standarization and 
efficiency of processes

42%Rebuild business 
continuity plans

50%Additional virtual practices

53%Location
diversification

HIgH lOW
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Governance Model

How would you assess your involvement in your parent company’s business strategy? 

Over 50% of respondents declare either very strong or strong involvement in the parent company’s business strategy, 
although 45% listed limited involvement, signalling struggles in being able to fully participate and contribute to the 
business, thus creating an urge and a plan to strengthen the involvement in the forthcoming 3 years. 

Very strong involvement

Strong involvement

Limited involvement

No involvement

16% 19%

35% 34%

45% 17%

8% 4%

Planning involvement in 1-3 years Current involvement 
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Governance Model

Are Global Process Owners (GPOs) based out of your centers? 

The results indicate still a significant potential in development of the partnership between the GBS/SSC centers and the 
business, as nearly 40% of responses present either a complete lack of GPOs or a low level of 1-2 GPOs established within or 
next to their GBS organization. However, there is a clear trend for the future, as a vast majority, that aims to strengthen their 
GBS-GPO role in the near future. 

We don’t have GPOs based 
in our GBS centers

We have 1-2 GPOs based 
in our GBS centers

We have 3-5 GPOs based 
in our GBS centers

We have 5+ GPOs based 
in our GBS centers

39%
14%

28%
47%

14%
46%

11%
26%

Future Current 
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TalenT Models 

How is your talent management impacted as a result of COVID-19? 

Nearly half of the respondents indicated a negative impact on retention and recruitment processes as key results of the 
COVID-19 pandemic.

Virtual onboarding and remote working have been noted as challenges, impacting the process of relationship building, 
resulting in a downturn in talent management.

Retention is a problem

Recruitment is a problem

Onboarding virtually is a challenge

Remote working is a challenge

Leaders focus on efficiency issues

No impact

Other

45%

43%

36%

29%

20%

17%

7%

1

2

3

4



TalenT Models 

How do you attract and retain talents?

Well-being opportunities, remote work and flexible work practices are some of the leading methods implemented by organizations 
to retain talent. As a further step, respondents will consider job rotation outside of GBS/SSC to further involve and keep talent inside 
the organization.

 

Well-being opportunities

Remote work

Flexible work practices

Focus on developing a strong culture

Financial support for education

Performace-based pay

Job rotation outside of GBS/SSC

Retention bonuses

91% 8%

4%

8%

8%

12%

33%

9%

9%

91%

87%

84%

75%

51%

36%

36%

Already implemented Planning to implement
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TalenT Models 

Towards 
balanced

hybrid model
of working

Work model considered for the next three years

As a result of the pandemic, a shift in the work model could be observed with the significant dominance of remote work. The 
future model anticipates a more balanced approach, as indicated by the respondents. The next three years will include a focus on 
accelerating on-site work, while reaping the benefits of remote work as well.

REMOTE ON-sITE

CURRENT sTATE 

FUTURE PERsPECTIVE 

65% 

56% 

39% 

44% 
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TalenT Models 

What work initiatives have you implemented in your organization?

Due to the impact of COVID-19, online solutions and approaches to work have been adopted. The predominant initiatives 
having been implemented are Online training and Virtual hiring.

Organizations are focusing on expanding the hybrid model and ‘work from anywhere’ policy capabilities to ensure 
business process continuity.

 

Online training

Virtual hiring

Remote work

Virtual Onboarding

Hybrid model

Work from anywere policy

Already implemented Planning to implement 

97%

97%

87%

88%

87% 13%

1%

1%

4%

17% 24%
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Technology 

How would you assess the level of automation within your organization, on a scale of 1-5?

Over the years, automation has been playing a consistently key role within the GBS/SSC sector, however there are clearly areas to be explored still.

Case management enablement solutions have been indicated as the most frequently used digital enabler.

Artificial Intelligence, Natural language processing and Process Mining/Discovery are fields explored the least thus far.

Robotic process automation (RPA)

Workforce management tools

Data platform

Team engagement tools

Document reading and processing

Cloud-to-cloud

On Demand platforms

Artificial intelligence

Natural language processing

Process Mining/Discovery

HIgH & VERY HIgH lOW & VERY lOW 

Social networking, 
collaboration technologies

Case management 
enablement solutions

Single - instance ERP

8%

11%

12%

17%

28%

31%

32%

33%

40%

40%

49%

49%

52% 15%

21%

17%

35%

27%

20%

28%

35%

36%

47%

67%

64%

53%
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Technology 

In which technologies do you plan to invest over the next 1-3 years?

Simplification of processes demands implementation of supporting tools. Further improvements and savings can be achieved 
through investing firstly in service enablement for case management. Most respondents stated their interest in investing in RPA 
solutions as well as Team Management tools as a second priority.

CAsE MANAgEMENT ENABlEMENT sOlUTION

TEAM ENgAgEMENT TOOls

ROBOTIC PROCEss AUTOMATION (RPA) 

1

2

3

Team 
Engagement 

Tools over 
RPA
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Technology 

What are the biggest challenges you face today in deploying automation?

The deployment of Automation is a natural progression and desirable development element in the GBS/SSC sector; however,  
it faces multiple challenges.

Process complexity is the factor that according to the majority of respondents hinders automation the most and makes 
organizations hesitant.

TOP

3

PROCEss COMPlExITY

DIFFICUlTY sCAlINg UP FROM INITIAl sUCCEssEs

TECHNICAl COMPlExITY
DIFFICUlTY IDENTIFYINg PROCEssEs FOR AUTOMATION

1

2

3

35%

64%

32%
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ADAPTIvE SOlUTIONS

2

STRATEGIC BUSINESS
GUIDANCE

SERvICE DElIvERY
ENHANCEMENT

TRANSFORMATION
MANAGEMENT OFFICE

Consulting business services strategies 
based on comprehensive analysis of client 
business imperatives, structures and 
functions. Indicating opportunity potential 
and readiness for transformation journeys.
Defining roadmaps and organizational 
design changes corresponding with 
business goals, market benchmarks
and available technology solutions.

Leading the organization change and
x-functional integration alignment.
Optimizing organizational and cost
structures via people competency
development, system standardization,
supplier sourcing, process reengineering, 
harmonization and digitalization programs.
Applying market best-practices and
qualified methodologies addressing
business specific implementation
challenges to guarantee quantified results.

Introducing process ownership with 
service delivery excellence models 
matching end-customer expectations 
and process execution challenges. 
Defining adequate process measures 
and optimizing performance control. 
Driving business domain initiatives or 
quality improvements leveraging people 
engagement and technology developments. 
Supporting business domain leadership, GBS 
management and delivery needs at all levels.STRATEGY FOR TRANSFORMATION

CENTRALIZATION METHODOLOGY

GBS FEASIBILITY STUDY

PROCESS MATURITY ASSESSMENT

CENTRE OF EXCELLENCE

FRAMEWORK

AUTOMATION OPPORTUNITY

ASSESSMENT

GBS OUTSOURCING STRATEGY

BSS MARKET RESEARCH

ORGANIZATION CHANGE MANAGEMENT

PROGRAM MANAGEMENT OFFICE

DOCUMENTATION AND HARMONIZATION

BUSINESS FUNCTION TRANSITIONS

GBS SUPPLIER CONTRACT MANAGEMENT

SOURCING MANAGEMENT

AUTOMATION SOLUTION

IMPLEMENTATION

TRAINING AND COMPETENCE

DEVELOPMENT

PROCESS PERFORMANCE 
& QUALITY MANAGEMENT

INTERIM SERVICE DELIVERY LEADERSHIP

GLOBAL PROCESS MANAGEMENT

OPERATIONAL SUPPORT - RESCUE RANGERS

CATEGORY MANAGEMENT

DIGITAL WORKFORCE FARM

AUTOMATION CENTRE

OF EXCELLENCE

KNOWLEDGE MANAGEMENT FRAMEWORK



ADAPTIVE solutions & Advisory group
is helping organizations in adopting themselves to market environment 

and seize competitive advantage in the business world through 

centralization, transformation and automation of business processes. With 

unique process transformation expertise, the Company offers dedicated 

business solutions for shared services & outsourcing industry, including 

end-to-end process management, change management, technology 

enhancements and gBs market intelligence.

AsPIRE is the representative body of the business services and 

technology sector in Kraków, gathering under its umbrella 160+ 

multinational companies operating delivery and development centres 

in the south of Poland. Established in 2008, the association provides an 

unprecedented collaborative platform for its members and stakeholders 

to engage.

www.adaptivesag.com

www.aspire.org.pl

Contact:

Krystian Bestry 
President & CEO, Adaptive SAG 
krystian.bestry@adaptivesag.com

Michał Bielawski 
Managing Partner & CFO, Adaptive SAG 
michal.bielawski@adaptivesag.com

Beata Kaźmierczak 
Program Manager/Senior Consultant, Adaptive SAG 
beata.kazmierczak@adaptivesag.com

In partnership with


