
POLAND, THE NEW 

SSC LEADER? 

Poland is believed to have a unique

opportunity to become one of global

leaders in shared services centers (SSC)

following India and China, a report by

the Polish Information and Foreign

Investment Agency and the professional

services firm KPMG ―Poland – and

attractive destination for Shared Services

Centre‖ shows. pág. 2

A partir de julho, Salvador será o centro

administrativo e financeiro da Braskem,
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Time To Review Yours HR Strategy? 

- Is your payroll and HR administration in the 

21st Century?

- Do you get added value from these functions? 

- Is strategy part of  the consideration for these 

functions? 

- Do you include payroll as part of  project 

initiation? 

- What untapped knowledge and data is there 

within this function?   Pag. 3
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A Polônia apresenta uma economia

diversificada, dividida entre as indústrias de

construção naval, produção de carvão, aço

e energia elétrica, embora a agricultura seja

a atividade econômica predominante.

O país é o sétimo produtor mundial de

batata e o sexto de hulha. O lignito

extraído na bacia de Turoszów proporciona

95% da energia consumida.

Depois de uma seca em 1994, a agricultura

voltou a dinamizar-se e a fornecer

produtos para exportação. A batata e a

beterraba açucareira são os produtos

agrícolas mais importantes, juntamente

com o gado porcino.

Até ao início da década de 90, a Polónia foi

uma economia planificada. Após a

instauração do regime democrático a

economia sofreu profundas reformas e

tornou-se uma economia de mercado.

Poland, the new SSC leader? 

Poland is believed to have a unique opportunity to

become one of global leaders in shared services

centres (SSC) following India and China, a report

by the Polish Information and Foreign

Investment Agency and the professional services

firm KPMG ―Poland – and attractive destination

for Shared Services Centre‖ shows.

The global crisis prompts largest companies to

seek new solutions allowing reducing operational

costs. One of them is placing selected business

processes in Shared Services Centres. „Poland s

advantage over other CEE countries lies in strong

academic centres spread throughout the country

Jerzy Kalinowski, Partner at KPMG and the head

of a team advising on telecom and media said.

„Paradoxically, the economic slowdown and

related depreciation of the zloty lure investors to

Poland he added. The report sets out to check

whether Polish cities i.e.

Kraków, Lublin, Łódź, Poznań, Szczecin, Tricity,

Warsaw and Wrocław meet the expectations of

potential investors. Investors often seek support

from public administration and additional

incentives Kiejstut Żagun, head of Grants and

Incentives team at KPMG says. „Poland offers

support in the phase of operational activity in the

form of grants for staff training and R&D work.

Easily accessible state aid, including grants and tax

exemptions for newly set up and developed

service centres alike is Poland s advantage. Public

aid can reach 50% of investment expenditure or

the equivalent of 2-year worth of gross wage

costs in large firms. The amount of structural

funds earmarked for investor grants reaches PLN

1 billion in 2009 Żagun explains.

78 new SSC/ BPO centres were opened in Poland

creating 24,500 new jobs since 2003. These

investments were worth over USD 2 billion. One

of them – located in Lublin – won the Best New

Captive Shared Services Organization – Winner

2009, an award granted by Shared Services &

Outsourcing Network. The report is available at

www.kpmg.pl and www.paiz.gov.pl.

Você Sabia? 
Economia Polonesa
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This usually results in task also being added since

it is not likely to have manager and employee self

service, business rules that reduce the amount of

manual calculations and data input or good

interfaces with other systems and it’s quite likely

that HR and payroll are running separate systems.

Resulting in:

The upshot being:

- the function is less efficient - data is not owned

by the right people - quantities of paper are

submitted each pay period –which has to be

worked and input - tasks take longer to achieve -

information for pay reviews and budget planning

may not be readily accessible - comparison of

data such as overtime to absence and absence

patterns can only be achieved through running a

range of reports and manipulating the data

outside of the system - managers cannot access

information about their staff easily and so haven’t

got the best tools available to help manage the

teams - time is not available to spend on projects

within the organisation or developing strategy and

moving the function forward.

Replacing or upgrading payroll and HR systems is

rarely high on the agenda unless the system is at

risk or a supplier contract is due to expire. And

yet the investment to move

to a newer version or a new system/supplier can

deliver returns in tangible savings from a

reduction in task and risk and increased

compliance to being able to monitor

absence, staff costs, expenses payments, overtime

and so on against budget and manage and

support the people more effectively.

Working with clients over the last few years its

also clear that insufficient time is given to

reviewing existing processes and challenging what

has always been done plus working with the

payroll provider to get the best possible use from

the system.

Paris&Parks have been able to quickly identify

where efficiencies can be achieved that not only

improve the service given and free time to spend

on more value added tasks but also make a

difference to the Payroll and HR administration

team which in turn improves the service

provided. And is useful first step to starting a

systems project.

Time To Review Yours HR 
Strategy? 

When was the last time you considered any of

the following questions?

- Is your payroll and HR administration in

the21st Century?

- Do you get added value from these functions?

- Is strategy part of the consideration for these

functions?

- Do you include payroll as part of project

initiation?

- What untapped knowledge and data is there

within this function?

Back offices departments are often given less

time and thought than those functions which

obviously add to the bottom line unless there

cost cutting initiatives or its clear that the

function is not performing [due to the type or

level of errors that start to gain visibility]. And

yet these functions can add value and are a

wealth of information about the organisation

and its people that coupled with other

information can become a very powerful tool.

Payroll and HR administration is deemed to be

transactional and a necessary evil. However, the

information available within the systems is

crucial to the human capital management of any

organisation.

Often the vagaries of systems and the

deficiencies of report writing tools will make

this a difficult task. Experience shows that where

data is not stored in a way that all information

about the people and their pay can be extracted

and reporting tool limitations require a range of

reports to be run and the data manipulated then

that the system is very likely to be deficient in

other areas.

Paris&Parks » 20/06/2009
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Repercussão – O prefeito de Salvador, João

Henrique Carneiro, vê a vinda da unidade da

Braskem para a cidade como uma porta para

novas oportunidades: ―Que a chegada da

Braskem seja coroada de êxito e que

estimule outros grandes grupos a investirem

em Salvador, gerando mais empregos , renda

e desenvolvimento", disse o prefeito.

O secretário de Indústria e comércio, Rafael

Amoedo, também considerou positiva a

criação do Centro de Serviços

Compartilhados em Salvador. ―Antes as

empresas tinham os pés aqui e a as cabeças

fora. Mas na medida em que a Bahia restaura

a sua condição de transparência e segurança

institucional, este panorama muda, e as

empresas se sentem mais confortáveis em

vir para cá‖, avalia.

Na avaliação do Sindicato dos Químicos

Petroleiros da Bahia, a retirada da unidade

administrativa de dentro do Polo

Petroquímico é importante por uma questão

de segurança. No entanto, ele mostra

preocupação sobre uma possível perda de

direitos trabalhistas, como o adicional de

periculosidade de 30% que tem direito os

funcionários do complexo industrial. ―Com

a mudança, é provável que o adicional seja

suprimido. Mas vamos negociar para que

estes trabalhadores não tenham perdas

salariais‖, ressalta o diretor para assuntos

econômicos do sindicato, Maurício Jansen.

Braskem muda setor financeiro para 

Salvador

A partir de julho, Salvador será o centro

administrativo e financeiro da Braskem, uma das

principais empresas do setor petroquímico do País.

Com a criação do Centro de Serviços

Compartilhados, cerca de 350 funcionários de

unidades administrativas da empresa na

Bahia, Alagoas, São Paulo e Rio Grande do Sul

serão relocados para a capital baiana. Com a

mudança, os funcionários destas áreas que hoje

trabalham no Polo Petroquímico de Camaçari

passarão a atuar na capital.

Cerca de R$ 6 milhões foram investidos na

implantação da nova unidade, que ocupará uma área

de 3.330 metros quadrados de salas alugadas no

edifício Thomé de Souza, erguido recentemente na

avenida Antônio Carlos Magalhães. ―Será um ganho

imenso para a Salvador, que se tornará o principal

centro administrativo da Braskem no País‖, avalia o

vice-presidente de relações institucionais e

desenvolvimento sustentável da Braskem, Marcelo

Lyra.

De acordo com Lyra, o objetivo mudança segue a

tendência de outras grandes empresas, como a

Petrobras, que retiraram o setor administrativo da

área industrial: ―Será um ganho em relação à

segurança industrial, além de melhorar a qualidade

de vida do funcionário, que na maioria das vezes já

mora na capital‖. O novo Centro de Serviços

Compartilhados vai centralizar serviços de

pagamentos, contas a receber, a tesouraria, a

contabilidade, administração e gestão. E já está em

processo de implantação desde 10 de junho, com

previsão de funcionamento pleno em agosto deste

ano.

Repercussão – O prefeito de Salvador, João

Henrique Carneiro, vê a vinda da unidade da

Braskem para a cidade como uma porta para novas

oportunidades: ―Que a chegada da Braskem seja

coroada de êxito e que estimule outros grandes

grupos a investirem em Salvador, gerando mais

empregos , renda e desenvolvimento", disse o

prefeito.

4

A TARDE » 21/06/2009



www.visagio.com.br

SSON announce winners European 

Shared Services Excellence Awards

The 2009 European Shared Services Excellence

Awards, presented at the 9th Annual Shared Services &

Outsourcing Week in Budapest, honour, recognize and

promote both captive and outsourced shared services that

demonstrate outstanding practices and leadership.

BBC radio and television presenter, John Humphrys introduced

the awards ceremony, which saw a succession of winners and

honorary mentions receive the acclaim of their shared services

and outsourcing peers - with Statoil Hydro taking centre stage

for the ultimate accolade: the award for Shared Services

Organization of the Year.

Phil Searle of Chazey Partners received the award for

Contribution to Shared Services and Sourcing Thought

Leadership and said ―Every year this event seems to get bigger

and better. Drawing around 600 people this year - that is a

reflection of the importance of this topic [shared services].‖

Eric Selvadurai, Managing Director, WNS Europe reflected on

winning the award for Best New Outsourced Shared Services

Organization; ―One of the drivers of the success of the

WNS/Aviva relationship is our joint ability to work in a hand-

and-glove relationship.‖

The awards also highlighted the newcomers to the shared

services space. On receiving an honorary mention for Best New

Captive Shared Services Organization, Michael

Colicchio, Director of Global Financial Shared Services at

Celanese Hungary said; ―The entire Celanese Hungary team was

thrilled and proud to have received such recognition after only

18 months of operation‖.

Sarah Clayton, Head of Global Strategy and Planning for the

Shared Services & Outsourcing Network (SSON) commented

―The standard of nominations for these awards is increasing

year after year. Not only are these awards a chance to showcase

successful initiatives, but they are also an opportunity to reward

the effort and dedication of the entire team involved in the

initiative‖.

The winners of the 2009 European Shared Services Excellence

Awards were:

- Best Mature Shared Services Operation, Statoil Hydro

- Best New Captive Shared Services

Organization, Telekomunikacja Polska

- Best New Outsourced Shared Services Organization, WNS

Global Services

- Shared Services Organization of the Year, Statoil Hydro

- Contribution to Shared Services and Sourcing Thought

Leadership, Phil Searle, Founder & Managing Director, Chazey

Partners

Business Wire» 20/06/2009
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StatoilHydro is a Norwegian energy

company, formed by the 2007 merger of

Statoil with the oil and gas division of

Norsk Hydro. StatoilHydro is the biggest

offshore oil and gas company in the

world and the largest company by

revenue in the Nordic Region. The

company is a fully-integrated petroleum

company with production operations in

thirteen countries and retail operations in

eight. By market cap StatoilHydro is in

2008 ranked by Fortune Magazine as the

world's 11th largest oil and gas company,

and as the worlds 59th largest company.

Telekomunikacja Polska S.A. (also known

as TPSA or just TP) is a Polish national

telecommunications provider established

in December 1991. It is a Public

company traded on the Warsaw Stock

Exchange, with a controlling stake owned

by France Télécom and Kulczyk

Holding, with the latter controlling over

50% of this stake by 2002. It operates

the following services: PSTN, ISDN,

ADSL, IDSL, Frame Relay, ATM and

Inmarsat. The company owns PTK

Centertel, the operator of GSM

900/1800 network Orange Polska and

NMT450i network, which is currently

used as WLL (wireless local loop) in rural

areas.

Você Sabia? 
StatoilHydro

Você Sabia? 
Telekomunikacja Polska
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Malaysia covets Chinaõs 

outsourcing spot

Malaysia wants to be the No 2 location worldwide for

outsourcing activities, edging out China, in five year’s time,

said the Multimedia Development Corporation (MDeC).

Datuk Badlisham Ghazali, MDeC chief executive officer,

said the country will attain this goal by ramping up its

production of knowledge workers.

Malaysia, in third place after leader India and China, has

held that position for the fourth time in six years, according

to global management consulting firm A.T. Kearney’s

Global Services Location Index (GSLI).

According to MDeC, the total number of knowledge

workers contributed by MSC Malaysia — MDeC oversees

that national initiative — is 79,000. By 2010, MSC Malaysia

alone will need 100,000 workers.

It is estimated that the demand for knowledge workers

nationwide will far exceed that. MDeC, however, could not

provide an exact figure.

To meet the goal, MDeC is collaborating with industry

experts and professional outsourcing bodies to train and re-

train fresh IT graduates, displaced workers and working

professionals for the growing outsourcing sector.

Among its partners are Outsourcing Malaysia; Customer

Relationship Management and Contact Centre Association

of Malaysia; International Association of Outsourcing

Professionals; and Chartered Institute of Management

Accountants and Customer Operations Performance

Centre.

For those seeking professional qualifications, MSC Malaysia

offers training and advancement programmes under its K-

Workers Development Initiatives.

These are the MSC Malaysia Undergraduate Skills

Programme, MSC Malaysia Undergraduate Apprenticeship

and Development Programme (an on-the job training

scheme), and MSC Malaysia Graduate Trainee Programme.

Hurdle ahead

Increasing its pool of knowledge workers is a big challenge

for Malaysia because China and India have a huge human-

capital pool, said Joon Ooi, A.T. Kearney South-East Asia

managing director.

But he believes Malaysia is headed in the right direction.

―The process of increasing the talent pool has already

begun and will create a virtuous cycle,‖ he said.
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―As more companies outsource their services to

Malaysia, more relevant resources will be trained and

developed, and thus increase the human capital pool.

This will in turn attract more companies and so on.‖

Delesh Kumar, ICT (information and

communications technology) director at Frost &

Sullivan, said that besides being taught technical

skills, knowledge workers should also be taught soft

skills, such as communication, which are currently

lacking.

―We are competing with countries like India and the

Philippines and their people’s command of English

and communication skills are better than ours. We

need to beef up our skills in these areas,‖ he said.

―Presentation skills, public speaking and people

management skills need to be inculcated from a young

age at primary and secondary school levels.‖

Delesh said the development of a more industry-

relevant workforce can also be done via the existing

vocational school system, whereby they can help

create a pool of technology-specific talents.

―Vocational schools are more focused on

manufacturing-related jobs and this should change,‖

he added.

Multicultural edge

Badlisham said the availability of skilled

workers, competitive costs and an ideal business

environment are the reasons why companies choose

Malaysia for shared services, outsourcing and

offshoring activities.

He believes that Malaysia’s multicultural traits are a

strong selling point. ―Many multinationals

continuously praise our workforce’s versatility and

adaptability.

―These companies are already one step ahead thanks

to our readily available pool of skilled workers who

are also multilingual,‖ he said.

The outsourcing industry is the biggest contributor to

MSC Malaysia’s revenue, accounting for RM5.3bil

(31.2%) in 2007.

According to MDeC, Malaysia continues to attract

outsourcing jobs from high-profile companies, such

as US-based hard disk manufacturer Seagate

Technology Ltd, which began outsourcing its IT

services in May and Australian mining giant BHP

Billiton that began outsourcing its financing

operations late last year.

A.T. Kearney’s GSLI, released bi-annually, ranks the

top 50 countries for outsourcing activities, including

IT services and support, contact centres and

backoffice support. The ranking is based on financial

cost, people skills and business environments.

Star Tech.com » 11/06/2009
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Infy sets up domestic BPO 

operation 

India's second-largest IT services firm, Infosys 

Technologies, has set up a separate unit within its 

business process outsourcing arm (Infosys BPO) 

to concentrate solely on the domestic BPO market. 

The unit has already bagged a Rs 250 crore deal to 

set up a BPO for the income tax department and 

the company is soon going to sign a Letter of  

Intent for yet another government deal. 

Infosys is a laggard in the domestic market 

compared to other IT majors like IBM, Tata 

Consultancy Services and Wipro. To rectify 

that, the company had set up an India-dedicated 

unit last October. Currently, India contributes only 

about 1.3 per cent of  the revenue. 

However, this unit "was focused on the IT services 

part. But after being in the market for some 

time, we think it's a good time to launch your BPO 

services as well. We are also confident we will 

continue to make margins even from the domestic 

market," Amitabh Chaudhry, CEO and Managing 

Director, Infosys BPO, told Business Standard. 

"This year, it (revenue) will be small. It will be only 

after a year that the real impact will be seen," he 

added. The company is targeting verticals like the 

government, BFSI (banking, financial services and 

insurance) and the public sector banks. 

Infosys BPO reported a revenue of  $279.5 million 

(around Rs 1,300 cr) for the year ended March 

31, 2009 and has a net income of  $40.7 million 

(around Rs 190 cr). It has four platforms - hire-to-

retire, source-to-pay, order-to-cash and newspaper 

in a box. Other than looking at a shared-services 

model for the domestic market. The company is 

also tying up with rural BPOs. Chaudhry believes 

this will also reduce cost for the company. "We are 

working with one rural BPO and are in talks with 

three-four others. We have done the due diligence 

in terms of  delivery capability of  these firms," 

added Chaudhry. 
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When asked if  Infosys BPO has been slow in 

entering the domestic market, Chaudhry

disagrees, "The maturity in the BPO market has 

just come in. Besides, we started our BPO 

operations about nine-eight months back and also 

have clients. There is a huge opportunity in this 

segment." The domestic BPO market, with a 

growth rate of  50 per cent over the past five 

years, grew faster than the exports market and is 

expected to touch $1.6 billion for the financial 

year 2008, according to an estimate by Ernst & 

Young. 

Analysts said Infosys' move to enter the BPO 

market was a result of  the demand in the market. 

"Indian customers want an end-to-end services 

provider. Even in the government segment they 

look for vendors who can provide IT as well as a 

BPO offering," said an analyst tracking the firm. 

"We will bring our global approach to the 

domestic market. We will make investments in 

technology and create a transformational 

platform. We will bring in concepts like shared-

services, specialised services offering like in 

finance and accounting, 

procurement, and customer services, which is 70 

per cent of  the Indian market," said Chaudhry. 

Infosys, which has stood by its focus on 

maintaining margins even in the slowdown, rather 

than focus on volumes, will continue to do so in 

the domestic market as well. 


