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PREFACE
Dear Readers,
Over the last 20 years, being a business
services leader kept many of us on the road
for hundreds of days a year. We have been
sent on missions to select new locations
where we could centralize operations of our
global companies. We often moved there
with our families to set up offices and stayed
for years, finding and developing new talent
to eventually share the pride with others
of what we achieved. It is always a personal
journey when a new place becomes our home
for a longer period than we planned hence
the location selection metrics cannot
be isolated from the personal experience.

Our practical location handbook does give
you a fair overview of the leading metrics
considered important in the location evaluation
process. However, the experience of meeting
the local people, understanding the cultural
context and the entire ecosystem of industry
stakeholders is what often breaks the tie.
We are publishing this report in the middle
of an unprecedented pandemic situation that
the world has not seen for decades. We will
witness the pace of transformation that
most of the companies were not even ready
to discuss two months ago. The rules of the
game will change but there is no doubt that
EMEA Business Services industry will play
a pivotal role in getting to the new normal.

There is a lot of wisdom in what Eric Weiner,
a serial traveller and phenomenal journalist
said, “Where we are is vital to who we are”.

Wojciech
Popławski

Olaf
Babinet

Alexander
Colpaert

Edyta
Janas

Vice-President Business Intelligence
& Thought Leadership, ABSL
Managing Director, Accenture

Director Global Location Strategy,
Deloitte

Head of EMEA Offices Research, JLL

Business Development Director,
Randstad Sourceright EMEA
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Bird’s Eye View
In the previous edition of our report published
in 2016, we had the misfortune to state that Europe
“…offers a stable operating environment, and the
risk of business disruption due to natural hazards
or epidemics is virtually non-existent.” Today, writing
these words from the confinement of home office in the
aftermath of the COVID-19 outbreak, the statement
looks utterly awkward if not a bad omen. While it is
still too early to predict the full economic and societal
impact of the pandemic, we will try to refrain from
making any future predictions and rather take a look
back at what has happened in the business services
industry and how the European landscape looks today.
First, doomsayers who predicted the end of shared
services and the rise of machines fell far short
of the truth. One will be surprised to learn that there
are still a significant number of companies that
are only beginning their transition to a business
services model by centralizing, for example, their AP/
AR support functions. Admittedly, with a higher degree
of automation, transactional work is still there. This,
in turn, has led to the emergence of an ever-increasing
number of new destinations for business services. These
could be Tier-2 and Tier-3 cities in developed business
services countries, such as Debrecen in Hungary,
Kosice in Slovakia, Kaunas and Klaipeda in Lithuania,
Varna in Bulgaria, Lublin in Poland or Sibiu and Iasi
in Romania; emerging destinations in the immediate
vicinity of the EU, such as Belgrade in Serbia or Lviv
in Ukraine; or a relative latecomer to the business
services scene in Europe – Riga in Latvia. If investors
primarily start with locating transactional processes
in these destinations, eventually they may well consider
them for further expansion into knowledge-based
activities, once the proof of concept is there.
Secondly, at the other end of the maturity spectrum
are the established organisations. Having already
realized the initial benefits of the business services

model they are seeking further consolidation
and streamlining of both back and front-office
operations. Hence we see a number of specialized
or industry-focused business service centres or divisions
thereof emerging, for example among pharmaceutical
and life sciences companies. Typically, these operations require not only general financial or business
knowledge, but also a specific industry background
and education – medical, maritime, logistics, etc.
This second trend has led to a resurgence of some
of the well-established business services destinations
such as Barcelona, Dublin, Warsaw and Prague.
Last, but certainly not least, and probably the most
evident trend is the ever-increasing importance
of information technology and insatiable appetite
for technology skills. Tech majors and start-ups aside,
pharmaceutical companies, retailers, industrial
and consumer goods producers, professional services
firms are all vying for digital talent. Among
key competitive advantages for business services
destinations in the fight for tech investors are:
a city’s attractiveness (think of the Mediterranean
lifestyle of Barcelona or Lisbon), which translates into
ability to lure international talent; lack of competition
and ability to tap into new talent pools, such
as the case of Chisinau in Moldova, Minsk in Belarus
or Sarajevo in Bosnia and Hercegovina; or the sheer
size of labour market – Egypt’s nearly 100 million
population and good quality tech education.
The options where to locate business services
and source talent in the EMEA region abound
with an expanding geographical reach. We hope
that the forthcoming pages of the report will shed
some light as to the key attributes each of the
countries possesses in relation to talent, real estate
and business services ecosystem. Enjoy reading!
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Methodology
The report focuses on the business services landscape in 18 selected countries in the EMEA region.
The experts from all participating co-authors of the
report – ABSL, Deloitte, JLL and Randstad – have
debated and agreed upon the final list of locations
for consideration. A key guiding principle was to cover
the whole spectrum of business services location
option in the region – from well-established and mature
locations, like Ireland and Spain, to those only embarking
on the journey, like Bosnia & Herzegovina. The report
intentionally does not seek to profile specific cities
or rank the locations in order of attractiveness.
We firmly believe there is no such thing as the “best
location” – company-specific strategic considerations
will drive their choice of the most attractive option.
Key macroeconomic indicators were compiled
using the latest IMF and Eurostat databases,
certain numbers may thus diverge with
country-specific national statistics.
Information on the business services sector
was provided by respective business services associations (ABSL chapters) in every country, investment
promotion agencies or similar. We then aimed
to calibrate and cross-reference the data in order
to ensure it is comparable across locations, in particular
that which concerns sectoral employment figures.
In the Office Market section, we have included comprehensive real estate market data covering office take-up,
vacancy, total stock, pipeline (under construction)
and prime rental levels, as well as country-level office
market commentary. We have also provided our view
on the 3-year outlook for the office market in each
country. JLL leveraged our extensive network of offices
across Europe, the Middle East and Africa to collect
the relevant market data. Where JLL proprietary data
was not available, we were able to rely on our Alliance
Partners to assist with the market commentary and data.
Special thanks should go to Seven Real Estate Advisors,
ABSL B&H and Storsen for their valuable input.

The HR landscape section offers a general overview
of the talent in the country and is supported by statistical
data for early talent potential within the faculties that
are most relevant for business services organisations.
The HR specific data includes payroll costs and key
labor code characteristics and has been prepared based
on the know-how and expertise of Randstad Sourceright
and Randstad in the local markets. We highly appreciate
the support of the local Randstad offices in Czech
Republic, Hungary, Ireland, Poland, Portugal, Romania,
Spain and the United Kingdom. Where Randstad
proprietary data was not available, we were able to rely
on our partners to assist with market commentary
and data. Special thanks should go to Ancor, Staffpoint,
HRS and Balanced HR for their valuable input.
Lastly, the market competitiveness section provides
information on candidate pool size and top languages
spoken by Accounts Payable professionals, as well
as recommendations to attract and engage with
these professionals. Randstad Sourceright’s analysis
of SSC vacancies posted on the major job boards
of the countries in the scope of this report has shown
accounts payable professionals are sought after
in all the selected markets, making it an ideal
skill-set to showcase the labor market landscape.
The supply data showcased reflects the approximate
candidate pool of accounts payable professionals
across major EMEA countries. The figures indicate
the number of professionals present on major professional networking sites, with an accounts payable
skill-set. It’s important to note the penetration rate
of online networking sites varies between countries.
The report does not take into consideration the eventual
fallout effect on the global economy and potential reduction of growth indicators from the COVID-19 pandemic.

Bulgaria
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Bulgaria joined NATO in 2004 and the European Union
in 2007. The country has experienced strong economic
growth over the last decades but its per-capita income
remains the lowest among EU members. Tourism, ICT,
agriculture, pharmaceuticals and textiles are leading
industries. Inward FDI (Foreign Direct Investment)
stock grew between 2008 and 2017. The airport
in its capital Sofia is connected to 79 destinations
and welcomed 7.1 million passengers in 2019.

An important destination for European nearshoring
for many years, Bulgaria has enhanced its skills
and experience in the industry. In 2017, the business
services industry accounted for almost 5% of GDP and it
is forecast that the size of the sector will double by 2021.
Bulgaria has a corporate tax rate of 10%, which is the
second lowest in the EU. People have good language
skills, about 60% of the working age population speaks
at least one foreign language. The majority of service
centers are located in Sofia, but there is a tendency
to move outside the capital to the county’s second
and third largest cities Plovdiv and Varna as well
as to emerging destinations such as Burgas.

Key macroeconomic indicators
Population (2019)

7.0 million
Inflation (2019)

2.5%

GDP per capita (2019)

€ 8,800
Unemployment (2019)

4.9%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

3.1%
Minimum monthly wage (2019)

€ 286
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

501

49

Total employment in the sector

Forecasted total employment in 2022

91,000

72,200
Employment structure by types of centers

20,700

Countries of origin of export-oriented
business services centers

3% 2% 11%

48,200

24%
56%

3,300

BPO

IT

SSC/GBS

4%

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
14%

Customer service

2%

Finance & Accounting

16%

IT helpdesk

49%

Software development
R&D

7%

HR

7%
10%

Other
0
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Key geographies serviced
Globe
46%

USA

Nordics

81%

2%

Western Europe

8%

Latin America

14%

Central and Eastern Europe

15%

Asia-Pacific

Middle East & Africa

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Coca-Cola
KBC
Louis Dreyfus

179
sofia

Cargotec

BURGAS

DXC Technology
Experian
Gfk
HP
IBM
Paysafe

plovdiv

SAP Labs
Sutherland

99

VARNA

Cargill
Coca-Cola

CITY

Major business services destinations
(more than 3,000 employees in the
business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the business
services sector)

Source: Deloitte research based on input from Bulgarian Outsourcing Association

7%

9%

6%
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HR LANDSCAPE

Payroll costs

The majority of centers in the Bulgarian business
services sector specialize in Software Development,
IT helpdesk and Customer Service, making it relatively
easy to find Customer Care Specialists and Java
Developers. The sector is increasingly popular among
young talent, many of whom are multilingual.
The official language of the country is Bulgarian,
spoken by the majority of the country’s population,
whereas English, German and French are some
of the most popular foreign languages spoken.

Annual salary (in EUR) / 1 EUR = 1.96 BGN

Total number of students (2018)

230,000
Number of IT students (2018)

11,500

min

Finance & Accounting
Junior

6,100

12,700

Specialist

8,500

19,000

Junior

5,900

11,900

Specialist

11,700

23,400

Junior

6,000

8,300

Specialist

9,600

25,500

5,800

12,300

13,500

27,100

Junior Java Developer

8,000

14,100

Senior Java Developer

18,800

46,600

Customer Service (inbound)

HR

IT helpdesk
Junior
Specialist

Number of economics, accounting
and management students (2018)

47,500
Number of language students
(tertiary level) (2018)

6,800

Digital Technology

Bonus for language skills
Popular languages
German

20-30%

French

20-30%

Italian

10-15%

Spanish

10-15%

Nordic languages

We gratefully acknowledge the assistance of HRS Bulgaria, Human Resources Specialists
Source: HRS Bulgaria and Randstad Sourceright

max

30-40%
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Key labor code characteristics
Employment
contracts

Typically, employment contracts are indefinite but fixed-term contracts are also possible. Fixed term contracts
may not exceed 3 years. A probation period contract may precede any other contract but it cannot exceed 6 months.

Notice period

Usually 30 days for indefinite contracts but can go up to 3 months if contractually agreed.
Maximum three months for fixed term contracts, but no longer than the remaining period of the contract.

Working hours

40 hours per week, eight hours a day is the standard working week.

Overtime

150 hours is the maximum amount of overtime an employer may request in any calendar year. The premium
for overtime may not be less than:
•• 50% for overtime on workdays
•• 75% for work on holidays
•• 100% for work on official holidays
•• 50% for work at working time calculated on a weekly or longer basis

Annual leave

20 working days per year is the minimum requirement, and 12 days of paid state holidays.

Contributions

Employers: 18.92%-19.62% (14.12%-14.82% for social security and 4.8% health insurance).

Standard benefits
offered to specialists

•• Additional holiday entitlement
•• Additional health insurance
•• Contributions for sport
•• Home office

Additional benefits
offered to managers

•• Company car
•• Company securities

•• Meal contribution
•• Mobile phone
•• Training
•• Transport incentives

Source: Randstad Sourceright

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

2,900

English, German, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Focus on engagement & recruitment marketing. Equally important is to focus on sourcing, including advanced
sourcing methodology.

Source: Randstad Sourceright
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Office Market Commentary
Sofia is the main office market in Bulgaria. Demand
for offices has been particularly strong over
the past 12-24 months, with about 140,000 sq m of
take-up recorded in 2018 across the Sofia office market.
The demand profile is mostly underpinned by the
IT and BPO sectors, which accounted for more than
half of all space leased in 2018. This has pushed
vacancy to a long-term low of approximately 8-10%.
Pre-letting remains a key feature of the market, with
several deals signed in buildings currently under
construction. Total office stock in Sofia currently stands

Prime Rent

Office Stock

€ 15 / sq m pm

2,100,000 sq m

*

*

Pipeline Under Construction

430,000 sq m

*

2018 Take-Up (Gross)

140,000 sq m

*

*

refers to Sofia only

Source: JLL

at around 2.1 million sq m, and this is set to increase
further, with a healthy pipeline of around 430,000 sq m.
The lion’s share is expected to be delivered by the end of
2020, with an additional 200,000 sq m at the planning
approval stage. In line with robust demand and low
vacancy, prime rents ticked up to about €15 / sq m pm
(per month) in Q1 2019, while Grade B rents sit around
€8 to €10 / sq m pm. Looking ahead, we do not expect
any major increases in prime rental levels.

Vacancy Rate (%)

8-10%
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Czech Republic
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Czech economy has been growing rapidly and the
country boasts one of the highest GDP growth rates
and lowest unemployment levels in the EU. The Czech
economy is highly dependent on exports as they
make up around 80% of GDP. The automotive industry
is the largest industry in the country. The Czech
Republic has been focusing on diversifying from
manufacturing and towards a more high-tech, services-based, knowledge economy. FDI inward stock
into the country has experienced strong growth.
The current minority government took office in 2018
and its policy positioning tends to be technocratic,
fiscally prudent and pro-business. The capital, Prague
hosts the country’s largest airport, which connects
the city to more than 160 destinations globally.

The Czech business services sector has doubled in size
over the last 5 years. It went from 50,000 employees
in 2014 to over 100,000 professionals in 2019. Centers
deliver the full spectrum of business functions from
multi-functional hubs. Finance and accounting,
HR and software development are the most
common processes. Customer services continues
to expand across the sector and Czech centers
are now leading with new robotics. Investors
value the country’s quality of education, particularly in technical disciplines and its multilingual
population, especially the population’s command
of English and German. Prague is the major
location for the industry, while Brno and Ostrava
together host more than a third of the sector. Other
emerging cities include Olomouc and Plzen.

Key macroeconomic indicators
Population (2019)

10.6 million
Inflation (2019)

2.3%

GDP per capita (2019)

€ 21,400
Unemployment (2019)

2.2%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

2.6%
Minimum monthly wage (2019)

€ 519
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

310

109

Total employment in the sector

Forecasted total employment in 2022

140,000

112,000
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

10,000

15,000

3%

4%

BPO

7%
7%

IT

SSC/GBS

25%

5%
5%

41,000

46,000

8%

R&D

19%

8%

9%

USA

Switzerland

United Kingdom

Germany

Belgium

India

Czech Republic

Italy

Other

Ireland

France

Types of services delivered by export-oriented business services centers
58%

Customer service

93%

Finance & Accounting

76%

IT Services (incl. software development)

24%

Banking, Insurance, Financial Services (BIFS)

42%

Supply chain, logistics & procurement

80%

HR

44%

Other
0

Source: ABSL Czech Republic
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Key geographies serviced

59%

Globe
41%

North America

Czech Republic

91%

25%

Western Europe

41%

Latin America

88%

CEE (excl. Czech Republic)

75%

Asia-Pacific

Middle East & Africa

29%

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

DHL Express

Liberec

Innogy
Moneta Money Bank

152
Prague

O2
Accenture
Avast

OKIN BPS

Hradec Králové

Siemens

Comdata

Tieto Czech

DHL Express

Verizon

ExxonMobil
Konica Minolta
Merck Sharp & Dohme

Plzeň

Novartis
Oracle
SAP Services

Olomouc

56
brno

AT&T
Dixons Carphone
Honeywell
IBM Global Services
KBC Group

99
CITY

Major business services destinations
(more than 3,000 employees in the business
services sector) with the number of business
services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the business
services sector)

Source: ABSL Czech Republic

Kiwi.com
NetSuite / Oracle
Red Hat
Thermo Fisher
Scientific
Zebra Technologies

35
ostrava
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HR LANDSCAPE

Payroll costs

The business services sector in Czech Republic is one
of the fastest growing industries in the country, highly
specialized in IT services, Finance & Accounting
and HR. Some of the easiest to find profiles include
Financial Analysts, Project Transition Specialists,
as well as Automation Engineers. As the sector
is rapidly growing, it is attracting talent from other
countries and sectors, while offering exciting career
opportunities. The official language is Czech, which
falls within the West Slavic language group and is
similar to Polish, Russian and Croatian and has great
similarity to Slovak. English is the most popular foreign
language, with German, Russian and Slovak following.

Annual salary (in EUR) / 1 EUR = 25.66 CZK
min

max

Finance & Accounting

11,700

21,000

15,500

32,800

11,700

15,800

15,500

19,800

Junior

11,700

17,800

Specialist

13,100

25,700

Junior

14,000

18,800

Specialist

16,400

23,400

Junior Java Developer

18,700

35,100

Senior Java Developer

23,400

46,800

Junior
Specialist

Customer Service (inbound)
Junior
Specialist

HR
Total number of students (2018)

299,100
Number of IT students (2018)

27,300
Number of economics, accounting
and management students (2018)

62,400

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages

Number of language students
(tertiary level) (2018)

13,000

Source: Randstad Sourceright, Randstad Czech Republic

German

15-20%

French

15-20%

Italian

15-20%

Spanish

15-20%

Nordic languages

30-40%
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Key labor code characteristics
Employment
contracts

Typically, employment contracts are indefinite but fixed-term contracts are also a possibility. Fixed term contracts
may not exceed 3 years and can be renewed twice. A probation period contract may precede any other contract but it
cannot exceed 3 months or 6 months for managerial positions and may not exceed half of the fixed period contract.
Other employment contracts can also be used, such as an agreement to perform work (used mainly for part-time work,
cannot exceed 20 hours per week on average) and an agreement to complete work (which must not exceed 300 hours
per calendar year for one employer).

Notice period

Mandatory notice period of two months for employers and employees.

Working hours

•• 40 hours is the standard working week
•• 38.75 hours is the maximum those working two-shift operations can work in a week
•• 37.5 hours is the maximum those working continuous and three-shift and more operations can work in a week
•• Night shifts must not exceed eight hours on average in 24 consecutive hours

Overtime

•• 150 hours is the maximum amount of overtime an employer may request in any calendar year. Overtime can rise
to 300 hours if agreed in writing.

•• Overtime must not exceed an average of eight hours per week for more than 26 weeks
•• Premiums of at least 10% of average hourly wage must be paid for night/weekend work
•• Additional bonus of at least 25% of average hourly wage must be paid for overtime hours
•• Rises to 100% for bank holidays, additional compensatory time off may be agreed on instead
Annual leave

20 working days per year is the minimum requirement,14 days of paid state holidays.

Contributions

•• Employers: 34% (for social security and health insurance)

Standard benefits
offered to specialists

•• Additional holiday entitlement
•• Flexible working hours
•• Free fruit in the Office
•• Home office

Additional benefits
offered to managers

•• Mobile phone
•• Subsidizing (postgraduate) studies or other professional courses

•• Lunch vouchers
•• Pension fund
•• Sports entertainment
•• Subsidizing language courses

Source: Randstad Sourceright, Randstad Czech Republic

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

2,800

English, Russian, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Small candidate pool. Utilize all sourcing channels in sourcing strategy. Strong core message of competitive salary,
job security and work environment needed.
Source: Randstad Sourceright, Randstad Czech Republic

10
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Office Market Commentary
The Czech Republic has recorded solid economic growth
over the past few years, which has translated into steady
improvements in the country’s office market. The Czech
Republic is the second largest office market in Central
and Eastern Europe (CEE), and continues to expand
at a healthy pace, with more than 300,000 sq m under
construction across its 3 largest office markets.
The office market is primarily concentrated around
the capital city, Prague, followed by Brno (the second
most populous city) and Ostrava (the third most

Prime Rent

Office Stock

€ 12-22 / sq m pm

*

Pipeline Under Construction

302,500 sq m

*

2018 Take-Up (Gross)

531,300 sq m

*

*

refers to Prague, Brno & Ostrava

Source: JLL

populous city). These three office markets account
for approximately 4.5 million sq m of office stock.
In line with robust demand for office space in Prague,
we have also recorded increasing appetite for office
space in other cities, such as Brno, Ostrava, Olomouc
and Pilsen. A notable trend on the demand side is the
rise of flexible offices. Indeed, several renowned
flexible office providers, including WeWork, IWG,
New Work Offices and HubHub, have recently
entered the market, with others expected to establish
or expand their footprint in 2020 and beyond.

4,513,800 sq m

*

Vacancy Rate (%)

6.3%
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Estonia
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Estonia’s successive governments have pursued a free
market, pro-business agenda, and sound fiscal policies
that have resulted in the lowest debt-to-GDP ratio in the
EU. The economy benefits from strong electronics
and telecommunications sectors and trade ties with
Finland, Germany, Russia and Sweden. To promote
language skills the government introduced a language
development plan to guarantee that Estonians learn
at least two foreign languages in secondary school.
Furthermore, due to its historic ties with Russia,
around 30% of Estonians speak Russian. Its capital
Tallinn has the largest airport in the country with
3 million passengers annually and 36 destinations.

Estonia’s journey as a business services location
began in the early 1990s when a number of Nordic
companies started nearshoring activities and,
since then, the industry has matured significantly.
Traditional strengths are in IT and finance but centers
have become multifunctional and multilingual
as a norm. Due to Estonia’s relatively small population,
centers tend to be smaller than in other countries.
The country boasts one of the most dynamic
and proficient ICT sectors and it is home to the NATO
Cooperative Cyber Defense Centre of Excellence.
Tallinn is the major hub, while an emerging location for business services centers is Tartu.

Key macroeconomic indicators
Population (2019)

1.3 million
Inflation (2019)

2.5%

GDP per capita (2019)

€ 21,700
Unemployment (2019)

4.7%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

2.9%
Minimum monthly wage (2019)

€ 540
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

75+

12+

Total employment in the sector

Forecasted total employment in 2022

N/A

10,000+
Employment structure by types of centers

800

800

Countries of origin of export-oriented
business services centers

1,900
21%

8% 1%

3%
17%

51%

6,500
BPO

SSC/GBS

IT

Source: Deloitte research based on input by Invest in Estonia

R&D

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

50
tallinn

CGI
Euro Live
Technologies
Finnair
Fujitsu
Kuehne+Nagel
Nordea
Skype
Stora Enso
Transcom
Transferwise

Tartu

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the business
services sector)

Source: Deloitte research based on input by Invest in Estonia

23

EMEA’s Business Services Landscape
Estonia

HR LANDSCAPE

Payroll costs

Estonia is an established location for Business Services,
traditionally strong in IT and Finance, but with a growing
expertise in supply chain and HR. Estonia offers a highly
skilled workforce and the official language of the country
is Estonian, an Uralic language. Russian and German
are two of the most popular minority languages
spoken, and together with English & Finnish, form
the pool of most popular foreign languages spoken.

Annual salary (in EUR)

Total number of students (2019)

48,000
Number of IT students (2018-2019)

4,400
Number of economics, accounting
and management students (2018-2019)

5,000
Number of language students
(tertiary level) (2018-2019)

1,600

Source: Randstad Sourceright

min

max

Finance & Accounting

11,900

30,400

34,300

54,100

Junior

11,800

21,100

Specialist

21,100

30,400

Junior

18,400

25,100

Specialist

34,300

75,000

Junior

11,900

21,100

Specialist

31,700

75,200

Junior Java Developer

11,900

31,700

Senior Java Developer

54,100

97,700

Junior
Specialist

Customer Service (inbound)

HR

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

10-15%

French

15-20%

Italian

15-20%

Spanish

15-20%

Nordic languages

10-15%
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Key labor code characteristics
Employment
contracts

Typically, employment contracts are indefinite but fixed-term contracts are also a possibility. Fixed term contracts
may not exceed 5 years. A probation period contract may precede any other contract but it cannot exceed 4 months.

•• 15 calendar days – during the probation period or less than one year of employment
•• 30 calendar days – 1-5 years of employment
•• 60 calendar days – 5-10 years of employment
•• 90 calendar days – 10+ years of employment

Notice period

Working hours

40 hours per week, eight hours a day is the standard working week.

•• Premium of 25% for night work
•• Premium of 50% for overtime worked
•• Premium of 100% for work on public holidays
•• Overtime is allowed by mutual agreement but should not exceed 52 hours weekly (under specific conditions)

Overtime

Annual leave

20 working days per year is the minimum requirement, 11 days of paid state holidays.

Contributions

Employers: 33.8% (33% for social security and health insurance and 0.8% for unemployment insurance).

Standard benefits
offered to specialists

•• Annual bonus
•• Additional holiday entitlement
•• Home office
•• Flexible working hours

Additional benefits
offered to managers

•• Company car

•• Mobile phone
•• Snacks at work
•• Sports compensation
•• Training, seminars, workshops

Source: Randstad Sourceright

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

350

English, Russian, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Very small candidate pool. Advanced sourcing is vital for this market. Utilize professional and vertical networks.

Source: Randstad Sourceright

10
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Office Market Commentary
The office market in Estonia is mainly centered
around its capital city Tallinn. Here, the office market
is concentrated around the CBD, main commercial
roads and two key business parks. Demand for offices
is primarily coming from the ICT sector. Over the past
few years, the Tallinn office market has seen a fight
for quality, as occupiers shift from Class B to Class
A offices. This has started to apply downward pressure
on rental levels for Class B – and C office space. Office
modernization programs are a feature of the market,
as companies aim to increase their attractiveness

Prime Rent

in the labor market. At the prime end, rental rates
have remained steady at between €16 and €19 /
sq m pm, despite substantial new supply entering
the market in 2018-2019. Several high-rise buildings
have recently commenced in the Tallinn CBD and these
should also achieve elevated rental rates. Vacancy
currently sits at around 5.0%, but it is likely to increase
on the back of new supply being delivered, despite
healthy occupier absorption across the market.

Office Stock

€ 16-19 / sq m pm

900,000 sq m

*

Pipeline Under Construction

*

Vacancy Rate (%)

150,000 sq m

*

2018 Take-Up (Gross)

50,000 sq m

*

refers to Tallinn only; approx
We gratefully acknowledge the assistance of the JLL alliance partner Seven Real Estate Advisors.

*

Source: JLL & Seven Real Estate Advisors

5.0%
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Hungary
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Since 2010, the government has taken a more populist
approach towards economic management. Prime
Minister Viktor Orban has clashed with the EU, particularly over migration issues. Although Hungary’s politics
are perceived as controversial, foreign investment
into the country has remained strong. Budapest,
the Hungarian capital, has the largest airport in the
country, which connects 14.8 million passengers
to almost 200 destinations across 60 countries.

The first business service centers appeared
in Hungary in the 1990s. Due to the business
knowledge, language skills and technological skills
of the workforce, the industry has transformed.
Finance and accounting and HR are among the most
common processes delivered by Hungarian centers.
Accumulated experience in the industry has led to the
emergence of centers of excellence in recent years
where activities that are more complex are carried
out, such functions include R&D, corporate finance,
credit management and control. Whilst the majority
of centers are located in Budapest, an increasing
number of companies are looking at other large cities
with universities such as Debrecen and Szekesfehervár.
Emerging locations are Miskolc, Pecs and Szeged.

Key macroeconomic indicators
Population (2019)

9.8 million
Inflation (2019)

3.2%

GDP per capita (2019)

€ 16,100
Unemployment (2019)

3.5%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

3.2%
Minimum monthly wage (2019)

€ 464
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

162

51

Total employment in the sector

Forecasted total employment in 2022

100,000

72,700
Employment structure by types of centers

7,800

6,300

Countries of origin of export-oriented
business services centers

8,500

4% 4%
38%
43%
5%

50,100
BPO

IT

SSC/GBS

R&D

8%

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
30%

Customer service

80%

Finance & Accounting

30%

IT helpdesk
Software development

10%

R&D

10%
5%

Supply chain, logistics & procurement

40%

HR
Other
0

2%

Source: Deloitte research based on input by HIPA
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Key geographies serviced
Globe
19%

USA

56%

9%

Western Europe

40%

Latin America

Asia-Pacific

Middle East & Africa

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

BT

Miskolc

11

Debrecen

100
Budapest
Alcoa (Arconic)
Harman International
IBM

BP
BT
Citibank
Exxon Mobill

4

GE

Szekesfehervar

SAPA

IBM
Morgan Stanley
Tata Consultancy
Services
Vodafone

99

61%

CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by HIPA

Pecs

Szeged

EPAM
Flowserve
National Instruments
Transcosmos

6%

3%
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HR LANDSCAPE

Payroll costs

The business services sector in Hungary attracts
significant foreign investment and is therefore considered strategic for the Hungarian economy. The local
talent pool offers the skills and competencies needed,
is highly educated and specialized mostly, but only,
in Finance and Accounting, Customer Services and IT.

Annual salary (in EUR) / 1 EUR = 319.49 HUF

Hungarian is the official language of the country,
whereas English and German are the most popular
foreign languages spoken. Some other common
languages are French, Spanish, Italian and Dutch,
and in the recent years other languages such
as Czech, Polish, Slovak and Nordic languages
have started gaining more importance.

Total number of students (2018)

281,500
Number of IT students (2018)

20,300
Number of economics, accounting
and management students (2018)

49,900
Number of language students
(tertiary level) (2018)

7,400

Source: Randstad Sourceright, Randstad Hungary

min

max

Finance & Accounting
Junior

12,400

17,000

Specialist

14,300

24,500

Junior

10,500

15,000

Specialist

12,700

17,000

Junior

11,300

15,100

Specialist

15,100

20,700

Junior

13,200

17,000

Specialist

17,000

22,600

Junior Java Developer

18,800

22,600

Senior Java Developer

30,100

37,600

Customer Service (inbound)

HR

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

10-15%

French

10-15%

Italian

10-15%

Spanish

10-15%

Nordic languages

10-15%
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Key labor code characteristics
Employment
contracts

Labour contracts can be set for a definite or indefinite period, but employees typically prefer employment contracts
for an indefinite period. Definite period: max. 5 years / employer. Staffing employment relationship: max. 5 years / user
company (in the case of an employment contract for both definite and indefinite).

Notice period

The notice period is typically 30 days (staffing 15 days). In the event of termination by the employer, the notice period
is longer, if the duration of the employment exceeds 3 years. If ordinary notice is erved by the employer, the Employee
shall be exempted ½ part from work during the notice period. During this exemption period, the employee is entitled
to his/her absence fee.

Working hours

In general, the working hours are 40 hours/week (max. 48 hours, e.g. working in stand-by jobs) and 8 hours/day
(max. 12 hours/day ( with overtime hours)). Part time work also allowed, normally 4-6 hours/day allowed
for employees. Working on Sundays and holidays is generally not allowed (unless shiftwork is introduced), but it
is allowed while working for a company delivering services for clients in other countries, where weekend and holidays
are normal working days. The employee then has the right to another day off.

Overtime

The upper limit for overtime work shall be 250 hours per calendar year, which can be extended by the collective
agreement up to 300 hours. In addition to the above, a maximum 100 hours of overtime work can be ordered in a given
calendar year subject to agreement between the employer and the employee in writing (voluntary overtime). Type
of overtime Wage supplement:
•• On a weekday 50% wage supplement or Time off in lieu of a wage supplement
•• On the weekend 100% wage supplement or 50% wage supplement + another rest day
•• On a paid holiday 100% wage supplement or 50% wage supplement + another rest day

Annual leave

Employees are entitled to vacation time, which shall be allocated up to the last day of the year. The amount of basic
vacation time: 20 days. The vacation time specified above shall be increased based on age, e.g. to
21 days for employees over twenty-five, 22 days for employee over twenty-eight, 23 days for employee over thirty-one.
If leave is commenced during a year, the vested vacation time shall be allocated proportionally.

Contributions

Employers pay a 17.5% social tax on gross salary and 1.5% contribution to the training fund.

Standard benefits
offered to specialists

•• Cafeteria benefits
•• Home office
•• Private health care

Additional benefits
offered to managers

•• Company car
•• Cell phone

•• Training
•• Travel allowance

Source: Randstad Sourceright, Randstad Hungary

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

4,500

English, Spanish, German

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Pleasant working environment, followed by competitive salary and job security are most appealing to the Hungarian
market. Include these points in your engagement approach.
Source: Randstad Sourceright, Randstad Hungary

10

31

EMEA’s Business Services Landscape
Hungary

Office Market Commentary
The office market in Hungary is mainly focused on its
capital city Budapest. The Budapest office market
is currently experiencing strong growth, reflected
by robust demand and high levels of office development. The volume of new leases is increasing each
quarter due to the growing number of new companies
which are entering the market and to existing tenants
which are expanding. In line with the global trend,
there is also solid demand for flexible office space.
On the demand side, the most active sectors are IT,
Telecommunications, Professional Services and SSCs
(Shared Service Centers). Total office stock currently
amounts to about 3.7 million sq m, 70% of which
is considered Class A. In 2019, new completions reached

Prime Rent

Office Stock

€ 25 / sq m pm

3,692,000 sq m

*

*

Pipeline Under Construction

614,000 sq m

*

2019 Take-Up (Gross)

587,600 sq m

*

*

refers to Budapest only; approx

Source: JLL

a moderately high level (70,000 sq m). However, by the
end of 2019, around 91% of newly completed office
space was already occupied, highlighting the healthy
appetite for good quality space. Currently, ther is about
614,000 sq m under construction, but 50% of this
volume was already pre-let at the end of December 2019.
The office market in Budapest is landlord-favorable
due to low vacancy and strong competition amongst
occupiers. Prime rents in Budapest are at € 25/sq m
pm, but this represents only a limited share of CBD
stock. More generally, modern Class A offices are being
offered between €14.50 and €20.00/sq m pm, depending
on the age, quality and location of the buildings.

Vacancy Rate (%)

5.9%
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Ireland
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Ireland, a small, modern, and trade-dependent economy
has performed extraordinarily well for decades and was
among the first in the European Union to recover from
the 2008 financial crisis. The Irish economy is the fastest
growing in the Eurozone and is home to many global
companies in areas such as software, pharma, medical
tech, industrial automation and financial services. Ireland
is also successful in attracting foreign talent as 17%
of its population is foreign. Post-Brexit trade and border
arrangements with the United Kingdom are key
issues. The capital Dublin has the largest airport with
180 routes connecting around 30 million passengers.

Ireland was the birthplace of European shared services
and has proved to be a highly sought-after location
for the delivery of business services. Companies
are attracted to Ireland because of its highly skilled
workforce. Furthermore, the country is politically stable
and has a flexible employment environment as well
an attractive taxation regime. The latter has been
a key part of its success in attracting investment.
Around 70% of investors are US companies and leading
sectors include technology and life sciences.
Ireland’s business services sector is increasingly
focused on more complex activities requiring advanced
skills and knowledge. Most common services include
multilingual inside sales and customer service. Emerging
services include legal, IT infrastructure management
and software development. Main locations for the
industry are Cork, Dublin, Galway and Limerick.

Key macroeconomic indicators
Population (2019)

5.0 million
Inflation (2019)

1.4%

GDP per capita (2019)

€ 71,800
Unemployment (2019)

5.5%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

3.3%
Minimum monthly wage (2019)

€ 1,656
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

380

Number of large centers (300+ employees)

60+

Total employment in the sector

Forecasted total employment in 2022

108,400

95,000
Source: Deloitte research based on input by IDA

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Abbott Rapid
Diagnostics

Dundalk

Medtronic
SAP

15+

Schneider Electric

Galway

Quidel

Axa Partners

Northern Trust

Cook Medical

Uber

DUBLIN

10+

Dell EMC

Johnson Controls

Eli Lilly

Marriott

Forcepoint

McAfee

Gilead

SolarWinds

Itron

Trend Micro

CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by IDA

Accenture
Dropbox
Google
Hertz
Ingersoll Rand

Limerick

Digital River

99

70+

Novartis
Oracle
Pfizer
UPS

30+
CORK

Xerox

Waterford
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HR LANDSCAPE

Payroll costs

The business services sector is currently undergoing a transformation, which is creating unique
new opportunities. Payroll Specialists, Financial
Analysts and Quality Assurance Specialists
are some profiles which are currently easy to find. Irish
and English are the most widely spoken languages,
with the latter being spoken by 94% of the population. The most common foreign languages
are French, German, Spanish and Polish.

Annual salary (in EUR)

Total number of students (2018)

231,200
Number of IT students (2018)

10,500
Number of economics, accounting
and management students (2018)

31,400
Number of language students
(tertiary level) (2018)

N/A

Source: Randstad Sourceright, Randstad Ireland

min

max

Finance & Accounting
Junior

20,000

32,000

Specialist

31,000

65,000

Junior

19,000

28,000

Specialist

22,000

33,000

Junior

24,000

35,000

Specialist

55,000

80,000

Junior

26,000

32,000

Specialist

35,000

45,000

Junior Java Developer

38,000

60,000

Senior Java Developer

75,000 100,000

Customer Service (inbound)

HR

IT helpdesk

Digital Technology
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Key labor code characteristics
Employment
contracts

Typically, employment contracts are indefinite but fixed-term contracts are also a possibility. Fixed term contracts
may not exceed 4 years. A probation period contract may precede any other contract but it cannot exceed 6 months.

Notice period

Standard contracts for full time permanent positions generally have a one-month notice period agreement. Temporary
contracts less than 6 months usually have a 2-week notice period.

Working hours

8 hours a day and 40 hours a week. On average employees are entitled to half an hour break every 4 hours and an hour
every 8 hours.

Annual leave

20 working days per year is the minimum requirement, 9 days of paid state holidays. Many large companies offer
25 days holidays + bank holidays as an added incentive for employment.

Contributions

Contributions: Employer’s tax contribution is 10.95%

Standard benefits
offered to specialists

•• Additional Holiday Entitlement
•• Company phone
•• Company Vehicle
•• Financial Incentives
•• Flexible Working hours/ Remote working

•• Pension Contribution
•• Private Healthcare
•• Relocation Packages
•• Training & Further Development

Source: Randstad Sourceright, Randstad Ireland

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

16,200

English, Portuguese, Spanish

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
Focus on engagement & recruitment marketing. Equally important is to focus on sourcing due to reduced candidate pool.

Source: Randstad Sourceright, Randstad Ireland
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Office Market Commentary
Ireland is a modern, open economy with transparency
in its operating processes and a pro-business environment. This includes a strong corporate tax rate, a highly
skilled workforce, robust technology infrastructure
and a solid track record of existing global companies.
Over the last 2 decades, it has continued to attract
high volumes of FDI, particularly from the US and most
notably from technology companies. A number of these
have chosen Ireland as their European HQ base, with
Dublin as the main focus for demand. Outside of Dublin,
Cork has been the other main beneficiary. As a result,

Prime Rent

2019 Take-Up (Gross)

€ 49-58 / sq m pm

*

Secondary Rent
*

Pipeline Under Construction

580,000 sq m

*

refers to Dublin only

Source: JLL

326,000 sq m

*

Office Stock

€ 40-43 / sq m pm

*

this has created a cluster of knowledge and skills
in certain parts of the country and in particular Dublin.
After robust occupier activity in 2018, take-up in 2019
has slowed down but still performed strongly compared
to the 5-year average. Demand is being driven by FDI
companies, particularly tech experiencing second
and third round indigenous growth. In response
to strong demand, future supply remains steady, with
a solid pipeline of space in various stages of planning.
We expect this to be released onto the market on a
piecemeal basis in response to robust market demand.

3,977,000 sq m

*

Vacancy Rate (%)

7.2%
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Latvia
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Exports contribute more than half of Latvia’s GDP.
Due to its geographical location, transit
services are highly developed, along with timber
and wood processing, agriculture and food products,
and manufacturing of machinery and electronics.
The Latvian government is pro-European
and adopts fiscally conservative policies. Riga airport
is the main air traffic center in the Baltics and is also
the hub for Air Baltic. The airport connects over
7 million passengers with 106 destinations.

Similar to its Baltic neighbors, Latvia has been experiencing robust growth in the business services sector
over the past decade. Latvia has a strong local ownership of delivery centers and a large number of business
process outsourcing (BPO) and IT outsourcing (ITO)
operations, but captive centers are still most common.
Important investors in the industry are Nordic and US
companies. Finance and accounting, customer service
and software development are the most common
services. Other services such as procurement and HR
are on the rise. Strengths of the country are its skills
in STEM and its IT industry. The large majority
of centers are located in the capital city Riga.

Key macroeconomic indicators
Population (2019)

1.9 million
Inflation (2019)

2.1%

GDP per capita (2019)

€ 16,800
Unemployment (2019)

6.5%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

2.9%
Minimum monthly wage (2019)

€ 430
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

44

8

Total employment in the sector

Forecasted total employment in 2022

10,000

9,000
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

1,700

9%

3,500

32%

2%
34%

23%

3,800
BPO

IT

SSC/GBS

USA

Other Western-Europe

UK

Rest of world

Nordics

Types of services delivered by export-oriented business services centers
39%

Customer service

41%

Finance & Accounting

27%

IT helpdesk

34%

Software development

9%

Supply chain, logistics & procurement

14%

HR

20%

Other
0

Source: Deloitte research based on input by LIAA
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Key geographies serviced
Globe
42%

USA

Nordics

85%

20%

Latin America

Western Europe

22%

78%

Central and Eastern Europe

Middle East & Africa

41%

Asia-Pacific

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

44
riga

Accenture
Atea
Circle-K
C.T.CO
Emergn
SEB
Solvay
Transcom Worldwide
Tele2
Tieto

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by LIAA

7%

32%

0%

40
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HR LANDSCAPE

Payroll costs

Latvia’s IT sector is highly developed and provides
competitive advantages, but the Global Business
Services (GBS) are rapidly developing as well for various
reasons, including a skilled, multilingual labor force.
Some of the most abundant profiles are sales assistants, secretaries and clerks and those in humanitarian
and social science areas. Candidates are willing
to participate in upskilling activities to increase their
compatibility with the labor market. Latvian is the official
language of Latvia, but Ukrainian, Belarusian and Russian
are also spoken. Russian, English and German
are the most popular foreign languages spoken.

Annual salary (in EUR)

Total number of students (2019)

80,500

min

max

Finance & Accounting
Junior

10,800

27,600

Specialist

31,200

49,200

Junior

10,800

19,200

Specialist

19,200

27,600

Junior

16,800

22,800

Specialist

31,200

68,400

Junior

10,800

19,200

Specialist

28,800

39,600

Junior Java Developer

10,800

28,800

Senior Java Developer

49,200

88,800

Customer Service (inbound)

HR

IT helpdesk
Number of IT students (2019)

6,200
Number of economics, accounting
and management students (2019)

13,900
Number of language students
(tertiary level) (2019)

2,300

Digital Technology

Bonus for language skills
Popular languages
German

French

20%

Italian

20%

Spanish

20%

Nordic languages

Source: Randstad Sourceright

15-20%

40-50%
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Key labor code characteristics
Employment
contracts

Typically, employment contracts are indefinite but fixed-term contracts are also a possibility. Fixed term contracts
may not exceed 5 years. A probation period contract may precede any other contract but it cannot exceed 3 months.

Notice period

Notice period is maximum one month for both employee and employer. Depending on the reason for the termination of the contract, compensation must be paid, which is between one and four average salaries, depending
on employment period:
•• 1 month: employed less than 5 years
•• 2 months: if employed between 5 and 10 years
•• 3 months: if employed between 10 and 20 years
•• 4 months: if employed for more than 20 years

Working hours

40 hours per week, eight hours a day is the standard working week. Working time for a night employee (10pm-6am)
shall be reduced by one hour.

Overtime

It is possible to conduct overtime but it may not exceed 8 hours within a period of 7 days. Premium for overtime
or state holidays worked of at least 100% or an additional vacation day.
Night work: Premium for night shift of at least 50% of the specified hourly or daily wage.

Annual leave

20 working days per year is the minimum requirement of which one part at least 2 weeks , 12 days of paid
state holidays.

Contributions

Employers: 24.09% (for social security and health insurance).

Standard benefits
offered to specialists

Additional benefits
offered to managers

•• Compensation of transportation for night shift

•• Private Health Insurance Package
•• Private use of company mobile phone
•• Various office perks (coffee, soft drinks, tea, snacks,

workers
•• Entertainment in the office
•• Flexible working hours

fruit etc.)

•• Better health insurance program
•• Bonuses based on monthly, quarterly or yearly results

•• Company shares
•• Payments into private pension fund

Source: Randstad Sourceright

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

820

English, Russian, Spanish

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Small candidate pool. Advanced sourcing is vital for this market. Utilize professional and vertical networks.

Source: Randstad Sourceright

10
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Office Market Commentary
In Latvia, the main office market is found
in Riga. The Riga office market provides a variety
of business locations across the Old Town, city fringe
and wider metropolitan area. SSCs and ICT companies
are responsible for the lion’s share (70%+) of office
take-up. There is solid demand for Class B1 and Class
A offices, but Class B2 and Class C offices typically
achieve much lower rental rates and see higher vacancy.
A key trend in the market is occupier consolidation,
which has in turn fueled demand for floorplates in excess

Prime Rent

of 1,000 sq m in new-build office buildings. Rents have
experienced a slight uptick over the last few years,
and currently range between €15 and €17 / sq m pm for
Class A offices. Vacancy for Class A and Class B1 offices
is around 4.0%, but as new projects are delivered
in 2019 and beyond (adding around 100,000 sq m,
or an additional 15% of total stock), there is likely to be
an increase in availability, with rents affected as a result.

Office Stock

€ 15-17 / sq m pm

806,000 sq m

*

Pipeline Under Construction

*

Vacancy Rate (%)

100,000 sq m

*

2018 Take-Up (Gross)

59,000 sq m

*

refers to Riga only; approx
We gratefully acknowledge the assistance of the JLL alliance partner Seven Real Estate Advisors.

*

Source: JLL & Seven Real Estate Advisors

4.0%
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Lithuania
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Privatization of most state-owned enterprises has helped
the economy to rebound and become one of the fastest
growing in the EU, although many younger workers have
emigrated for jobs elsewhere in Europe. The Lithuanian
government recognizes that foreign investment is a
priority for economic development and has therefore
introduced a number of initiatives to increase investment and the business environment. For example,
‘Work in Lithuania’ aims to encourage professionals
from abroad to pursue their careers in the country.
Additionally, the government is committed to improving
airway connectivity. Vilnius, the Lithuanian capital
is the major airport hub in the country and connects
4.9 million passengers with 65 destinations.

Lithuania’s journey into the business services industry
started in the 1990s, but accelerated in 2009 when
the first big movers like Barclays and Western Union
opened their centers in Vilnius. In the last decade,
the country has witnessed strong growth. Lithuanian
centers provide a diverse range of services to clients
across the globe ranging from transactional to services
that are more knowledge-based. It has attracted
companies operating in financial services and the
IT industry, as well as a large number of Nordic players
due to geographic and cultural proximity. Key strengths
of the country are its business friendly operating
environment and its young, skilled and multi-lingual
labor force. Vilnius is the main location for the industry
and has been named most dynamically developing city
for Shared Services Centers (SSCs) in the CEE since
2015. Kaunas is the second largest city and has
over the last few years developed into an emerging
destination for technology and engineering.

Key macroeconomic indicators
Population (2019)

2.8 million
Inflation (2019)

2.4%

GDP per capita (2019)

€ 17,800
Unemployment (2019)

6.1%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

2.7%
Minimum monthly wage (2019)

€ 555
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

82

19

Total employment in the sector

Forecasted total employment in 2022

23,000

16,900
Employment structure by types of centers

1,300

Countries of origin of export-oriented
business services centers

2,900

1% 5%

17%

25%

12%
40%

12,700
BPO

IT

SSC/GBS

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
37%

Customer service

44%

Finance & Accounting

34%

IT helpdesk

53%

Software development

31%

R&D

12%

Supply chain, logistics & procurement

31%

HR
Other
0

10

Source: Deloitte research based on input by Invest Lithuania
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Key geographies serviced
Globe
42%

USA

Nordics

85%

20%

Latin America

Western Europe

22%

78%

41%

Central and Eastern Europe

Asia-Pacific

Middle East & Africa

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Adform
Bentley Systems
Devbridge
Festo
NFQ Technologies
NKT
R1
Runway International
TransUnion
Visma

22
Kaunas

60
Vilnius

Booking.com
Cognizant
Danske Bank
DXC Technologies
Moody's
SEB
Swedbank

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by Invest Lithuania

7%

Tieto
Transcom
Western Union

32%

0%
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HR LANDSCAPE

Payroll costs

The business services sector in Lithuania has grown
drastically in the past years, providing complex
services to clients across the world. The industry
is considered mature, but still unsaturated, offering
young, multilingual talent, specialized, but not limited
to finance, manufacturing and IT. Finding Marketing
specialists and customer service representatives
is relatively easy. The official language in Lithuania,
and the one most often spoken, is Lithuanian, with
Russian and Polish being the two largest minority
languages. English is the most popular foreign
language, widely spoken by the younger generations.

Annual salary (in EUR)

Total number of students (2019)

110,000

min

max

Finance & Accounting
Junior

11,400

15,900

Specialist

16,300

30,000

Junior

12,800

16,900

Specialist

17,600

23,200

Junior

12,200

16,500

Specialist

19,200

28,000

Junior

13,500

17,600

Specialist

18,300

26,600

Junior Java Developer

15,000

25,400

Senior Java Developer

30,100

48,400

Customer Service (inbound)

HR

IT helpdesk
Number of IT students (2019)

10,600
Number of economics, accounting
and management students (2019)

21,800
Number of language students
(tertiary level) (2019)

3,000

Source: Randstad Sourceright

Digital Technology

Bonus for language skills
Popular languages
German

10-20%

French

10-20%

Italian

10-20%

Spanish

10-20%

Nordic languages

10-20%
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Key labor code characteristics
Employment
contracts

Employment contracts may be concluded for an indefinite period or for a fixed period if work is of temporary nature.
The term of a fixed-term contract of employment may not exceed 5 years. It is possible to agree upon a probation
period but this period cannot be longer than three months.

•• 2 weeks – if the employee has worked less than a year
•• 1 month – if the employee has worked for at least a year
•• notice period can be extended under special circumstances (raising a child, close to retirement and if the employee

Notice period

is disabled)

Working hours

40 hours per week, eight hours a day is the standard working week.

•• Premiums of 50% of the hourly rate for overtime
•• Premiums of 100% of the hourly rate for work at night time and days off/weekends (if the work is not planned on the

Overtime

working schedule)

•• Premiums of 150% of the hourly rate on holidays
180 hours annually, eight hours per week, is the maximum overtime that can be worked. 12 hours of overtime
is permitted with written employee consent but this cannot exceed 48 working hours. The maximum number of hours
worked overtime can be increased under the collective labor agreement.

Annual leave

20 working days per year is the minimum requirement of which one part at least 2 weeks. 24 working days is the
minimum if an employee works six-day working weeks, of which one part at least 12 working days. 13 days of paid
state holidays.

Contributions

At the beginning of 2019, Lithuania reformed its taxes which restructured the social security tax system. Before
the reform, the total tax paid by the employer was 31.2% of gross salary, while after it is only 1.8%. Before the reform,
the total taxes paid by the employee were 24%, after the reform they have increased to 39.5% of gross salary. Due to
these changes, gross salaries increased accordingly, although total costs have slightly decreased.

Standard benefits
offered to specialists
Additional benefits
offered to managers

•• Compensation for sports/gym membership,

•• Private health insurance/medical pack
•• Subsidizing language and other trainings

cultural activities
•• Performance based annual bonus

•• Annual Bonus
•• Company car
•• Health Insurance

•• Managerial training
•• Mobile phone
•• Parking

Source: Randstad Sourceright

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

1,000

English, Russian, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Small candidate pool. Advanced sourcing is vital for this market. Utilize professional and vertical networks.
Source: Randstad Sourceright

10
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Office Market Commentary
Vilnius is the largest office market in Lithuania.
It currently exceeds 1 million sq m, with most office
stock concentrated in the City Centre (particularly
around Konstitucijos Ave). This area represents Vilnius’
main business district, with most high-quality buildings
located on the main commercial roads of Perkūnkiemis,
North City and Pilaitės. Here, rents for Class A office
space currently range between €14.00 and €18.00 / sq m
pm, with Class B rents between €8.50 and €13.50 / sq m
pm. Rents have been stable over the past few years,
as most lease agreements are linked to inflation.
On the supply side, the current vacancy rate for Class
A offices is around 3.0%, while for Class B space it is
slightly higher (5.0%); however, availability is expected
to increase on the back of a healthy development

Prime Rent

Office Stock

€ 14-18 / sq m pm

**

Pipeline Under Construction

235,000 sq m

*

2018 Take-Up (Gross)

90,000 sq m

*

*

refers to Vilnius and Kaunas; approx
refers to Vilnius only; approx

**

Source: JLL

pipeline. The majority of Class A office space is rented
by Banks and their IT departments, as well as other
financial and industrial companies. Mid-tier space
is typically occupied by a variety of professional services
firms and Government agencies. Outside of Vilnius,
the office market in Kaunas (Lithuania’s second largest
city) has also seen an upswing in activity. Here, there
are several Class A office developments underway
in less urbanized riverside areas, a stonesthrow
away from the city centre. This has increased
the attractiveness of Kaunas amongst international
companies. Rental rates are lower than Vilnius at around
€12 to €15 / sq m pm for Class A space, with Class
B space available at around €7 to €11 / sq m pm.

1,100,000 sq m

*

Vacancy Rate (%)

4.0%
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Poland
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Since 1990, Poland has pursued a policy of economic
liberalization. During the last financial crisis, it was
the only EU country to avoid a recession. Some of the
largest industries in Poland are agriculture, manufacturing, energy, and tourism. Poland is the eighth largest
economy in Europe. Moreover, Poland has long been
viewed as a business-friendly country with largely
sound macroeconomic policies. Enthusiasm for reform
has waned in recent years amid political and policy
uncertainty, but this has not affected inward investment
and Poland still figures among the most attractive countries in Europe in terms of FDI. Poland has experienced
strong growth because of foreign investment and grew
its FDI inward stock by almost 58% in the last decade.

The business services sector in Poland has been developing for the last two decades and it has been one of
the most important drivers for growth of the Polish
economy. Poland is the regional leader for business
services in Europe, both in the overall number of centers
as well as the total employment within the industry.
As the market is mature, Polish centers are becoming
increasingly involved in entire processes from
end to end. Finance and accounting, HR and software
development are the most common processes.
Poland has 11 cities with at least 5,000 people
employed in business services. Amongst other
reasons, sheer size and diversity have led to this
growth of the sector in Poland, in the major locations
such as Krakow, Warsaw and Wroclaw. Poland also
has numerous regional destinations for business
services such as Katowice, Poznan and Tri-City.

Key macroeconomic indicators
Population (2019)

38.0 million
Inflation (2019)

3.3%

GDP per capita (2019)

€ 13,800
Unemployment (2019)

3.8%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

3.0%
Minimum monthly wage (2019)

€ 523
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

1,400+

260

Total employment in the sector

Forecasted total employment in 2022

400,000+

330,000
Employment structure by types of centers

4%

13%

Countries of origin of export-oriented
business services centers

18%

20%

37%

32%

33%

BPO

IT

SSC/GBS

R&D

7%
10%

4%

Hybrid

22%

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
28%

Customer service

63%

Finance & Accounting

43%

IT helpdesk

46%

Software development

7%

R&D

33%

Supply chain, logistics & procurement

46%

HR
Other
0

Source: ABSL Poland
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Key geographies serviced

53%

Globe
USA

53%

Nordics

88%

Western Europe

40%

Latin America

20%

67%

75%

Central and Eastern Europe

Asia-Pacific

Middle East & Africa

35%

Other region / country

7%

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS
152

Coloplast
DGS
Concentrix
Metro Services
UniCredit

Franklin Templeton

McKinsey

GSK IT

Volkswagen

43

Tri-City

Szczecin

44

Majorel
Credit Suisse

Volvo

IBM
Nokia

Hewlett Packard
Enterprise

BNY Mellon

Schaeffler

EY

3M
Olympus

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: ABSL Poland

105
Poznań

Bydgoszcz

Amazon

Nordea

Bayer

Refinitiv

Intel

Sii

Atos
Nokia

Fujitsu Technology
Solutions
Infosys

Białystok

90
Łódź

270
Warsaw

Nordea

175

Philips

Accenture

J.P. Morgan

BNP Paribas
Citibank

National
Westminster Bank

DSV

Procter & Gamble

DXC Technology

Standard Chartered

Goldman Sachs

TomTom

Wrocław

State Street

67

radom

105
Katowice

lublin

kielce

225

35

Kraków

Rzeszów

Billennium
Sii

Asseco
Deloitte

Capgemini

ABB

Motorola

IBM

Aptiv

Sabre

ING

Capgemini

Shell

PwC

HSBC

State Street

Sopra Steria

Lufthansa

UBS
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Payroll costs

Poland has been and still is a destination market
for many global organizations that have established
business services centers in various cities all around
the country. Some of the roles that are in high
demand include HR specialists, FP&A specialists,
as well as Data Science Engineers. In terms
of languages, Polish, Russian, Spanish and French
are the most popular among employees in the business services / BPO sector and there is still a really
high demand for German-speaking candidates.

Annual salary (in EUR) / 1 EUR = 4.28 PLN

Total number of students (2019)

1,230,300
Number of IT students (2019)

78,800
Number of economics, accounting
and management students (2019)

220,300
Number of language students
(tertiary level) (2019)

64,500

Source: Randstad Sourceright, Randstad Poland

min

max

9,000

18,100

14,000

27,900

Junior

8,400

14,000

Specialist

9,800

18,100

9,800

14,000

15,400

22,300

Junior

11,200

19,600

Specialist

15,400

39,000

Junior Java Developer

14,000

25,200

Senior Java Developer

30,800

61,700

Finance & Accounting
Junior
Specialist

Customer Service (inbound)

HR
Junior
Specialist

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

10-20%

French

10-20%

Italian

10-20%

Spanish

10-20%

Nordic languages

25-40%
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Key labor code characteristics
•• Labor contract: for a trial period (max. 3-month), for a definite time (max 33 months, 3 contracts), for an indefinite

Employment
contracts

time (open-end) (obligatory after a trail period and 3 definite time contracts)

•• Temporary staffing contracts
•• Self-employment (B2B) contracts

•• 2 weeks for contracts lasting up to 6 months
•• 1 month for contracts lasting more than 6 months and less than 3 years
•• 3 months for contracts lasting more than 3 years

Notice period

Working hours

40 hours per week, eight hours a day is the standard working week, with a maximum of 48 hours a week.

Overtime

Possible overtime up to 150 hours per year. Overtime can either be paid with extra pay for each overtime hour
(50% on top when during a workday and 100% on Sundays and public holidays) or can be reconciled as time in lieu.

Annual leave

20 or 26 days depending on the overall duration of work experience and education.

Contributions

Social insurance paid by employer 20,28%, State Fund For Rehabilitation Of Disabled (obligatory for companies
hiring more than 25 employees): fixed amount of approx. 100 PLN per FTE (avoided if more than 6% of employees
are disabled)

Standard benefits
offered to specialists

•• Annual bonus
•• Flexible working hours
•• Home office (2-4 days

•• Life insurance
•• Meal vouchers
•• Medical care
•• Sport card

per month)

•• Language courses
Additional benefits
offered to managers

•• Company car + parking space
•• Premium medical care

Source: Randstad Sourceright, Randstad Poland

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

6,800

English, Russian, Spanish

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Attractive salary & benefits followed by career progression and pleasant work environment are the biggest drivers
in Poland for gen Z workforce. Include these points in your engagement approach.

Source: Randstad Sourceright, Randstad Poland

10
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Office Market Commentary
The office market in Poland continues to go from
strength to strength on the back of a strong economy.
Poland’s main office markets include Warsaw, Krakow,
Wrocław, Tri-City, Katowice, Poznan, Łodz, Szczecin
and Lublin. Across the country, vacancy rates are falling,
and total office stock is growing due to widespread
development. Total combined office stock in Poland
is currently around 11.2 million sq m. Wrocław recently
surpassed the 1 million sq m office stock threshold,
while the Tri-City office market is expected to reach that
level by 2021. Furthermore, the office market in Katowice

Prime Rent

Office Stock

€ 10.5-24 / sq m pm

*

Pipeline Under Construction

2019 Take-Up (Gross)

1,600,0000 sq m

*

Source: JLL

*

8.7%

*

refers to Poland overall; approx

11,200,000 sq m
Vacancy Rate (%)

1,600,000 sq m

*

exceeded 500,000 sq m in 2018, and Poznan and Łodz
crossed that threshold in 2019. The driving force behind
the growth of the market is strong demand for offices
from both domestic and international occupiers. Gross
demand reached an impressive 1.5 million sq m in 2018
and 1.6 million sq m in 2019. A key trend across most
major office markets in Poland is the rise of the flexible
office space sector, with Warsaw one of the main beneficiaries. In addition, Krakow is consistently ranked as one
of the best locations in Europe for business services.
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Portugal
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

The country’s increasingly services-based economy
continues to recover from the European financial
crisis and leading sectors include financial services,
telecommunications and tourism. Unemployment
has reached its lowest point since 2002 and is now at
7%, but youth unemployment remains comparatively
high. Lisbon Airport serves more than 57 airlines flying
to more than 130 destinations, which makes it the
largest and most important Portuguese airport.

Portugal is one of the few Western European countries
that compares in terms of labor cost with Central
and Eastern European destinations. Although youth
unemployment has been in decline, it is still higher than
the EU average, which may allow companies to more
easily access young talent. A considerable percentage
of Portuguese speak at least one foreign language.
Other advantages include good telecommunications
infrastructure and (cultural) proximity to South America.
Major functions are software development, finance
and accounting and customer service. Current established business service centers have been expanding
and migrating additional functions such as procurement,
supply chain, tax, human resources, marketing
and sales, digital marketing and legal and compliance.
The number of foreign operations in Lisbon more than
doubled in the last 5 years, but other locations such
as Porto and Braga are also gaining in popularity.

Key macroeconomic indicators
Population (2019)

10.3 million
Inflation (2019)

4.3%

GDP per capita (2019)

€ 21,300
Unemployment (2019)

6.1%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

1.6%
Minimum monthly wage (2019)

€ 700
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

184

43

Total employment in the sector

Forecasted total employment in 2022

72,000

56,900
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

1,100

8%

16,500

17%

26,500

7%
3%
61%

12,800
BPO

4%

IT

SSC/GBS

R&D

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
18%

Customer service

21%

Finance & Accounting

16%

IT helpdesk

33%

Software development

4%

R&D

8%

Supply chain, logistics & procurement

9%

HR
Other
0

Source: Deloitte research based on input by Aicep
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Key geographies serviced
Globe
USA

17%

Nordics

66%

Western Europe

14%

Latin America

6%

10%

Central and Eastern Europe

Middle East & Africa

12%

Asia-Pacific

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

47

Adidas

Infineon

BMW

Lufthansa

Bouygues

Natixis

Concentrix

Sitel

Euronext

Teleperformance

porto Braga
Aveiro

99

BNP Paribas

Fujitsu

Bosch

Microsoft

Bose

Siemens

CGI

Solvay

Cisco

Teleperformance

Europcar

Webhelp

CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by Aicep

97
Lisbon

13%

10%

0%
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HR LANDSCAPE

Payroll costs

It is relatively easy to find contact center assistants, as well as retail and wholesale professionals. Portuguese is the official language,
while English is the second most widely spoken
language, with Spanish and French following.

Annual salary (in EUR)

Total number of students (2019)

370,800
Number of IT students (2018)

34,600
Number of economics, accounting
and management students (2018)

46,400
Number of language students
(tertiary level) (2018)

6,900

min

max

Finance & Accounting

8,100

16,800

16,800

45,000

Junior

8,100

12,000

Specialist

9,800

14,000

8,100

21,000

19,000

53,200

8,400

12,600

18,200

36,400

Junior Java Developer

14,000

16,800

Senior Java Developer

25,900

46,200

Junior
Specialist

Customer Service (inbound)

HR
Junior
Specialist

IT helpdesk
Junior
Specialist

Digital Technology

Bonus for language skills
Popular languages

Source: Randstad Sourceright, Randstad Portugal

German

35-47%

French

12-16%

Italian

35-47%

Spanish

12-16%

Nordic languages

35-47%
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Key labor code characteristics
Employment
contracts

Employment contracts in Portugal are typically concluded for an indefinite term. It is possible to conclude
an employment contract for a fixed term or an uncertain term date. Temporary staffing contracts (only allowed
to licensed companies) can only be term contracts.

Notice period

Indefinite term: employer or employee want to terminate
•• 30 calendar days – equal or less than 2 years of employment
•• 60 calendar days – more than 2 years of employment
Term contract: notice period depends on who wants to terminate the contract
Employer wants to terminate: Fixed term and renewable: 15 days – calculated to the end date or next renewal date
uncertain term: depends on contract length; 7 days – equal or less than 6 months; 30 days – less than 2 years but more
than 6 months; 60 days – more than 2 years
Employee wants to terminate: Fixed term and renewable – 8 days – calculated to the end date or next renewal date
uncertain term: depends on contract length; 15 days – equal or less than 6 months; 30 days – more than 6 months

Working hours

The number of working hours cannot exceed 40 hours a week and 8 hours a day.

Overtime

There are legal limits to overtime hours: 2 per day and, depending on the job, 150-180 hours a year.
•• First hour of overtime: premium of 25%
•• Second and following hours: premium of 37.5%
•• Rest days (weekends, usually) and holidays: premium of 50%
•• Overtime during the night: additional premium of 25%
•• ISector or company specific regulations can state different (if better) increases

Annual leave

Each worker is entitled to 2 days per month as holiday, in a maximum of 22 a year. Sector or company specific
regulations can state more days (some consider 25 per year). There are 13 national holidays in Portugal + 1 regional/
city holiday and carnival day (not mandatory).

Standard benefits
offered to specialists

•• Cost of living allowance
•• Discounts in selected stores
•• Meal contribution
•• Medical care

•• Pension contribution
•• Training

Additional benefits
offered to managers

•• Cell phone
•• Company car, including fuel allowance

•• Managerial training

Source: Randstad Sourceright, Randstad Portugal

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

4,800

English, Spanish, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Attractive salary & benefits followed by work life balance and pleasant work environment are most appealing to the
Portuguese market. Include these points in your engagement approach.
Source: Randstad Sourceright, Randstad Portugal

10
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Office Market Commentary
The two largest office markets in Portugal are Lisbon
and Porto. In Lisbon, demand for offices has been
increasing since 2013, with take-up reaching its highest
level of the past decade in 2018. At the same time,
the development pipeline has stagnated. Over
the past few years, new supply has been limited
and many buildings have become obsolete, reducing
the market’s ability to satisfy demand. In line with the
‘new’ Portugese business environment (i.e. new market
entrants, new business areas, company expansions,
etc), Lisbon has established itself as a popular destination for international occupiers, attracting both
multi-nationals and start-ups, with a particular focus

Prime Rent

Office Stock

€ 23 / sq m pm

4,272,500 sq m

*

*

Pipeline Under Construction

588,000 sq m

*

2019 Take-Up (Gross)

130,750 sq m

*

*

refers to Lisbon only; approx

Source: JLL

on technology and innovation. These companies require
modern and well-connected office stock, and have
therefore underpinned demand for new space currently
in the pipeline. This has in turn prompted developers
to become more active, with around 588,000 sq m of
new office space in the pipeline over the next 4 years
(both under construction and in the planning phase).
Like Lisbon, Porto is increasingly sought-after by large
multi-nationals, particularly for technology centres
and shared service offices. In Porto, the current office
stock is still of relatively poor quality, but the situation
is changing, and office development is increasing.

Vacancy Rate (%)

5.0%
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Romania
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

The country has a large domestic market and has
extensive natural resources and a productive agriculture sector. Leading economic sectors include
manufacturing, automotive, textiles and footwear,
petroleum refining, mining, and timber. The services
industry is also increasingly important and accounts
for more than 50% of GDP. IT is an especially
booming field. Bucharest is the region that attracts
most foreign capital in the country. It also hosts
the country’s largest airport, connecting 14 million
passengers in 2018 with more than 75 destinations.

Romania is a popular nearshoring location. Key reasons
for its success are its large population, low labor costs
and strong technical skills (IT, finance and accounting)
as well as language capabilities, especially for the major
European languages. It has emerged as one of the
IT hubs in Europe due to availability of strong programming skills. Today, more than 100,000 software engineers work in the IT industry. Finance and accounting
and IT helpdesk are the most common services
provided in Romanian business centers. More than
that, the Romanian Business Services has experienced
growth and has matured in recent years. The industry
witnessed an increase in diversification of services,
intelligent automation adoption and focus on data
analytics. The main locations where the companies
have operations are Bucharest, Cluj-Napoca, Iasi
and Timisoara. Emerging cities are Sibiu and Brasov.

Key macroeconomic indicators
Population (2019)

19.5 million
Inflation (2019)

4.5%

GDP per capita (2019)

€ 11,500
Unemployment (2019)

4.3%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

3.3%
Minimum monthly wage (2019)

€ 446
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (500+ employees)

280

120

Total employment in the sector

Forecasted total employment in 2021

161,000

131,000
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

14,000

5%

10,900

14%

48,700

79%

57,400
BPO

2%

IT

SSC/GBS

Hybrid

North America

Europe

South America

Asia

Types of services delivered by export-oriented business services centers
80%

IT Services

67%

Finance & Accounting

62%

Customer Operations

50%

Human Resources

45%

Procurement
0

Source: ABSL Romania
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Key geographies serviced
Globe
USA

34%

62%

Western Europe

56%

Asia-Pacific

Middle East & Africa

Other region / country

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

60+

44

Almaviva Services

Iasi

Atexis

Amazon
Basware

Bombardier

iQuest Technologies

E.ON

NTT Data

Emerson

Office Depot

Endava

Sykes

Ness

Fortech

Wolters Kluwer

Optima Solutions

Capgemini

Cluj-Napoca

Conduent

SCC Services
Xerox
ACI Worldwide

Intel

Bosch

Linde Gaz

Continental

Nokia Networks

Datagroup-INT

SSI Schaefer

Hella

Wipro

99

50%

CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: ABSL Romania

43
Timisoara

sibiu
Brasov

118

Bucharest

Accenture
Atos
Ericsson
Genpact
IBM
Luxoft
Michelin
Oracle
Sykes
Unicredit

24%

0%
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HR LANDSCAPE

Payroll costs

The Business Services Sector in Romania has developed
rapidly in recent years and is expected to continue
growing. Some of the advantages it offers include
the quality and technical capabilities of its workforce,
as well as its language skillset, that makes it especially
attractive for BPO operations that require client-facing
interaction. Romania is home to very capable programming talent, and many offshore/ nearshore investors
are utilizing the country for their R&D operations.
Recruiting Customer Support Agents, Sales
Representative and Finance Specialists is relatively easy.
The native language is Romanian, but other languages,
such as Hungarian, Ukrainian, German, Russian, Turkish
and more are spoken, sometimes co-official locally.

Annual salary (in EUR) / 1 EUR = 4.74 RON
min

Finance & Accounting

7,700

16,400

13,400

21,600

6,800

10,800

10,800

13,000

8,600

10,800

13,000

21,600

10,800

13,000

15,100

19,500

Junior Java Developer

14,100

20,200

Senior Java Developer

40,000

66,700

Junior
Specialist

Customer Service (inbound)
Junior
Specialist

HR
Junior

Total number of students (2018)

533,700
Number of IT students (2018)

37,500
Number of economics, accounting
and management students (2017)

127,200
Number of language students
(tertiary level) (2017)

22,000

Specialist

IT helpdesk
Junior
Specialist

Digital Technology

Bonus for language skills
Popular languages
German

10-15%

French

10-15%

Italian

No premium

Spanish

No premium

Nordic languages

Source: Randstad Sourceright, Randstad Romania

max

25-30%
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Key labor code characteristics
Employment
contracts

Employment contracts are typically concluded for an indefinite period but can be concluded for a definite period.
The term of a fixed-term contract of employment may not exceed 3 years. It is possible to agree upon a probation
period but this period cannot be longer than 3 months.

Notice period

•• 45 days – management positions
•• 20 days – execution positions

Working hours

•• 40 hours per week, eight hours a day is the standard working week

Overtime

48 hours per week, including the overtime, is the maximum that may be worked but this may be exceeded if the average
working hours, over three months, do not exceed 48 hours per week.
•• Premium of 75% for overtime for work undertaken during the week or alternatively, employees may be granted
equivalent time off
•• Premium of 100% of the basic pay for overtime on weekends or on public holidays
•• Premium of 25% of the basic pay for each hour of night work performed

Annual leave

20 working days.

Contributions

Since January 2018, a portion of the company’s social contributions that was previously paid by the employers
was transferred to the employees. Employers now only pay a contribution of 2.25% for social security while employees
pay 35% of their gross remuneration as social charges. This effectively resulted in a shift in payment of social charges
from employers to employees. As a result, the majority of companies adjusted their compensation to preserve
comparable net salary for the employees.

Standard benefits
offered to specialists

•• Additional holiday entitlement
•• Car
•• Commercial discounts
•• Contribution for sport, cultural activities
•• Meal contribution
•• Medical care
•• Non-monetary: flexible working hours

•• Pension contribition
•• Trainings
•• Transportation reimbursement
•• Work from home

Source: Randstad Sourceright, Randstad Romania

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

6,900

English, French, German

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
Attractive salary & benefits followed by pleasant work environment and job security are most appealing to the Romanian
market. Include these points in your engagement approach.

Source: Randstad Sourceright, Randstad Romania
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Office Market Commentary
Bucharest is by far the largest office market, with total
office stock of about 2,956,000 sq m. The office market
will continue to expand in the near term, with more
than 200,000 sq m expected to be delivered in 2020,
pushing total stock well above 3 million sq m for the
first time. In Q4 2019, the Bucharest occupier market
performed very well, with take-up of over 107,000 sq m,
including 4 transactions above 5,000 sq m. This brings
total take-up for 2019 to almost 389,000 sq m.
On the demand side, IT&C and computers & high tech

Prime Rent

Office Stock

€ 18.5 / sq m pm

*

Pipeline Under Construction

234,000 sq m

*

2019 Take-Up (Gross)

389,000 sq m

*

*

refers to Bucharest only; approx

Source: JLL

companies are the most active, followed by finance
companies and consumer goods and manufacturing
companies. At the end of 2019, vacancy decreased
to 7.7% in Bucharest. Looking ahead, vacancy will
probably stabilize in 2020 to around 8%, as although
new buildings are going to be delivered, demand is likely
to remain strong. Prime rental levels are also expected
to remain stable in 2020, at €18.50 / sq m pm.

2,956,000 sq m

*

Vacancy Rate (%)

7.7%
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slovakia
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Slovakia is a small open economy driven mainly
by automobile and electronics exports. The quality of its
public finances is perceived highly by international rating
agencies. The largest airport in Slovakia is located in its
capital Bratislava and serves 45 destinations. Bratislava
is conveniently located just 50 km east of Vienna,
which ensures excellent international connectivity.
Vienna airport is connected with 195 destinations.

The importance of business service centers in Slovakia
has been growing for more than a decade. Although
new companies still enter the market, growth
is largely driven by expansions of already existing
operations that add processes to their centers.
Increasingly the local centers are moving beyond
the mere support function, focusing on more complex
and value-add services. Finance and accounting and IT
helpdesk are the most common areas of operation.
An important factor that attracts foreign investors
is the language skills of local talent. Almost 85% of the
population speaks at least one foreign language. There
is a strong concentration of centers in Bratislava.
The country’s second largest city Kosice is also
becoming increasingly important. New regional destinations are emerging such as Trnava, Nitra and Zilina.

Key macroeconomic indicators
Population (2019)

5.5 million
Inflation (2019)

2.4%

GDP per capita (2019)

€ 18,100
Unemployment (2019)

6.0%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

2.7%
Minimum monthly wage (2019)

€ 520
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

65

17

Total employment in the sector

Forecasted total employment in 2022

45,000+

37,000+
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

8,500+

11,500+

6%

5%

26%
5%

52%

17,000+
BPO

6%

IT

SSC/GBS

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
11%

Customer service

29%

Finance & Accounting

26%

IT helpdesk

4%

Supply chain, logistics & procurement

2%

HR

28%

Other
0

10

Source: Deloitte research based on input from Sario
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

6

AT&T
Dell

Kosice

Zilina

Henkel

AT&T
Embraco
IBM
LafargeHolcim

HP
IBM
Johnson Controls
Kone
Lenovo
Mondelez
Swiss Re

44
Bratislava

Trnava

Nitra

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input from Sario

Where next?
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HR LANDSCAPE

Payroll costs

Business Services is a fast growing sector, that
provides complex solutions, mostly in Finance &
Accounting and IT. Some of the reasons are that
the workforce is highly qualified and flexible with
good language skills. Customer Service, Accounts
Payable/Receivable, General Ledger, Financial
analyst and IT Helpdesk are some of the easiest
roles to fill currently, as there is abundance of talent
in these areas. Slovakia’s native language is Slovak,
a Slavic language, spoken by the majority of the country’s population. German and English are also relatively
well known among Slovaks, especially the younger
generation and highly educated professionals.

Annual salary (in EUR)
min

max

Finance & Accounting
Junior

13,200

16,800

Specialist

15,600

20,400

Junior

11,400

14,400

Specialist

15,600

19,200

Junior

15,600

18,000

Specialist

18,000

22,800

Junior

14,400

18,000

Specialist

17,400

26,400

Junior Java Developer

16,800

19,200

Senior Java Developer

21,600

28,800

Customer Service (inbound)

HR
Total number of students (2018)

140,000
Number of IT students (2017)

10,500
Number of economics, accounting
and management students (2017)

22,800
Number of language students
(tertiary level) (2018)

N/A

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

10-25%

French

10-25%

Italian

10-25%

Spanish

10-25%

Nordic languages

We gratefully acknowledge the assistance of the Balanced HR
Source: Balanced HR and Randstad Sourceright

30-40%
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Key labor code characteristics
Employment
contracts

Employment contracts are typically concluded for an indefinite period of time but may also be concluded for a definite
period. The term of a fixed-term contract of employment may not exceed 2 years. Parties can agree on an initial probationary period of a maximum 3 months for general employees. For certain managerial positions, the initial probationary
period may be extended up to 6 months.

Notice period

•• 1 month – statutory minimum notice period
•• 2 months – if employed for at least 1 year but less than 5 years
•• 3 months – if employed for more than 5 years

Working hours

•• 40 hours per week is the standard working week
•• 38.75 hours is the maximum weekly working time if employees work a two-shift system
•• 37.5 hours per week is the limit for those working a three-shift system

Overtime

150 hours is the maximum amount of overtime an employer may request in any calendar year. Upon agreement with
the employee 400 hours overtime in a calendar year is allowed.
•• Premium of 50% of minimum hourly wage for work on Saturdays
•• Premium of 100% of minimum hourly wage for work on Sundays
•• Premium of 40% of minimum hourly wage for work during night shifts, but if it is high risk work the premium is 50%
If work must be performed on Saturdays, Sundays or during the night due to its very nature or inevitable operating conditions, employers may agree on lower supplements in a collective agreement or directly iin the employment agreement.

Annual leave

4 weeks per year is the minimum requirement, 5 weeks – if an employee reaches the age of 33 years before the end
of the calendar year. 15 days of paid state holidays.

Contributions

Employers: 35.2% (for social security and health insurance).

Standard benefits
offered to specialists

•• Annual bonus
•• Additional holiday entitlement
•• Compensation of transportation for night shift

•• Parking space
•• Private Health Insurance Package
•• Public transportation allowance
•• Referral bonus
•• Subsidizing language and other training
•• Various office perks (coffee, soft drinks, tea, snacks,

workers

•• Flexible working hours
•• Home office
•• Meal vouchers
Additional benefits
offered to managers

fruits etc.)

•• Additional managerial training
•• Car allowance or company car

•• Life and accident insurance
•• Outplacement and severance package

Source: Deloitte and Balanced HR

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

1,700

English, Czech, Italian

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Focus on engagement & recruitment marketing. Equally important is to focus on sourcing, including advanced
sourcing methodology.
Source: Randstad Sourceright

10
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Office Market Commentary
Bratislava is the largest office market, with total
office stock of about 1.84 million sq m, 62% of which
is considered Class A. The supply pipeline is expected
to add approx. 220,000 sq m to the market by 2022.
The level of office availability in Bratislava slightly
increased from 7.8% to 8.8% since last year. The lowest
levels of vacancy are currently recorded in Bratislava
III (3.6%) and Bratislava I (6.4%), whereas availability
remains high in Bratislava IV (30.1%). On the demand
side, the occupier market remains active, there are still
new market entrants and expansions. Prime headline
rents have been stable for some time, and currently
range between €16.00 and €17.00 / sq m pm.

Prime Rent

€ 17 / sq m pm
Pipeline Under Construction

135,000 sq m
2019 Take-Up (Gross)

138,000 sq m

Source: JLL

Rents in the Inner-City zone range between €13.00 and
€14.00 / sq m pm, while in the Outer City zone, rents
have stabilized at between €8.00 and €11.00 / sq m
pm. Headline rents are expected to remain stable over
the medium term. Incentives (such as rent-free periods
and other contributions) are expected to grow slightly
– accordingly to the level of choice in the sub-market.
Looking ahead, due to the solid supply pipeline,
the market is shifting from landlord favorable to more
balanced, although a handful of submarkets remain
in the control of landlord due to low levels of vacancy.

Office Stock

1,839,000 sq m
Vacancy Rate (%)

8.7%
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Spain
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT

Spain marked the fifth full year of positive economic
growth in 2018, with economic activity surpassing
its pre-crisis peak. Unemployment has fallen but remains
high, especially among youth. Today, Spain is the
Eurozone’s fourth largest economy. The country
has faced increased domestic turmoil in recent years
due to the independence movement in Catalonia,
but this seems to not have affected FDI. FDI recovered
in recent years due to an increase in competitiveness
and investor confidence in the country. With almost
58 million passengers and 216 different destinations, the largest airport is in Madrid. The second
largest airport is Barcelona airport and connects
50.2 million passengers with 218 destinations.

Today many companies have centralized their processes
in Spain. The country has long had big potential as a
near-shore location for European companies. It is also
a popular destination for Latin American companies
that want to establish a business services center
in Europe or multinational companies that want to set
up a European base for Latin America. About half of the
centers offer Finance and accounting services, but HR
and customer services are also very common. Barcelona
and Madrid are the preferred locations for business
services, but other cities such as Bilbao and Zaragoza
and Palma de Mallorca are rising in importance. Thanks
to the international appeal of the Mediterranean lifestyle,
Spain is able to attract foreign talent, while foreign
investors are attracted to the country’s multinational
talent pool. Spain is the most popular Erasmus
destination and some of the foreign students stay
in the country. Foreign talent is mainly attracted to live
in the large cities such as Barcelona and Madrid.

Key macroeconomic indicators
Population (2019)

46.7 million
Inflation (2019)

0.7%

GDP per capita (2019)

€ 27,700
Unemployment (2019)

13.9%

Source: Deloitte research based on data from IMF and Eurostat

GDP growth (2019-2023)

1.8%
Minimum monthly wage (2019)

€ 1,050
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Number of large centers (300+ employees)

650

280

Total employment in the sector

Forecasted total employment in 2022

180,000

160,000
Employment structure by types of centers

32,000

32,000

48,000

48,000

BPO

IT

SSC/GBS

R&D

Types of services delivered by export-oriented business services centers
40%

Customer service

50%

Finance & Accounting

30%

IT helpdesk
Software development

20%

R&D

20%
30%

Supply chain, logistics & procurement

40%

HR
Other
0

Source: Deloitte research
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Key geographies serviced

15%

Globe
5%

USA

Nordics

80%

30%

Western Europe

25%

Latin America

70%

50%

Central and Eastern Europe

Asia-Pacific

Middle East & Africa

Other region / country

10%

0%

business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Bilbao

American Express
Axa
Beam Suntory

320
Madrid

Cepsa

230
Zaragoza

Barcelona

Agilent Technologies

HP

Allianz

Nestle

Bayer

PageGroup

Bosch

Sanofi

Checkpoint

Tech Data

Deloitte

Coca Cola
Daimler
Deloitte
IATA

Palma de Mallorca

IBM
Santander
Volvo

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research

Malaga
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HR LANDSCAPE

Payroll costs

Spain is an attractive location for Business Services,
because of the availability of a young, multilingual
and well-educated workforce. The most common
services offered are Finance and Accounting,
but also Customer Service and HR. Spain’s native
language is Spanish, and the main foreign languages
spoken are English, French and German.

Annual salary (in EUR)

Total number of students (2018)

1,300,000
Number of IT students (2018)

50,000
Number of economics, accounting
and management students (2018)

165,000
Number of language students
(tertiary level) (2018)

60,000

min

Finance & Accounting
Junior

22,000

27,000

Specialist

26,000

35,000

Junior

22,000

28,000

Specialist

28,000

35,000

Junior

24,000

30,000

Specialist

30,000

40,000

Junior

21,000

25,000

Specialist

25,000

35,000

Junior Java Developer

21,500

28,000

Senior Java Developer

28,000

45,000

Customer Service (inbound)

HR

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

20-25%

French

5-10%

Italian

5-10%

Spanish

Nordic languages

Source: Randstad Sourceright, Randstad Spain

max

N/A
25-30%
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Key labor code characteristics
Employment
contracts

Approximately 90% of the contracts signed each year in Spain are temporary (20 million in 2018). The rest are indefinite
(2 million in 2018).

•• Usually 15 days, with some exceptions.
•• Disciplinary causes: no need of notice period is required.
•• When the contract is still in the trial period (usually 3-6 months in the case of indefinite open-ended contracts),

Notice period

a notice period is not required.

•• In temporary contracts, 15 days’ notice is only required when the contract runs for more than 1 year.
Working hours

The maximum duration of the ordinary working week is forty hours per week of effective work on average annually.

Overtime

The amount to be received for each overtime hour may in no case be less than the value of an ordinary hour, but they
can also be compensated with equivalent and paid rest time. In the absence of an agreement in this regard, the overtime
hours performed must be compensated by means of rest within the four months following its completion.

Annual leave

The statutory minimum holiday is fixed at 30 calendar days, 22 working days. It may be increased in any sector
or company when their respective collective agreements determine a longer period.

Contributions

Employers: 29.9% (for social security and health insurance) for monthly salary up to €4,070.

Standard benefits
offered to specialists

•• Career opportunities
•• Flexible working hours
•• Health insurance
•• Incentive trips
•• Life insurance
•• Meal contribution

•• Mobile devices (mobile, laptop, tablet)
•• Participation in projects
•• Teleworking
•• Training plan
•• Variable retribution

Additional benefits
offered to managers

•• Company car
•• International mobility

•• Special training

Source: Randstad Sourceright, Randstad Spain

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

13,200

English, Portuguese, Italian

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
Focus on engagement & recruitment marketing. Equally important is to focus on sourcing. Attractive salary & benefits
followed by work life balance and job security are most appealing to the Spanish market. Include these points in your
engagement approach.

Source: Randstad Sourceright, Randstad Spain
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Office Market Commentary
The Spanish economy continues to show signs
of resilience, which is reflected by solid momentum
in the office sector. Indeed, improvements in the Spanish
labour market have underpinned demand for office space
in the two major office markets of Madrid and Barcelona.
Other major office markets in Spain, such as Valencia,
Bilbao, Zaragoza and Sevilla, have also seen increased
dynamism over the past few years, with healthy levels
of take up and renewed interest in high-quality buildings.
On the supply side, vacancy across Spain has continued
to trend downwards. In Madrid, vacancy is now at its
lowest level since 2010 (8.5%), while in Barcelona (4.3%),
vacancy has also tightened considerably. In Madrid,

Prime Rent

Office Stock

€ 32 / sq m pm

21,379,380 sq m

*

**

Pipeline Under Construction

722,240 sq m

**

2019 Take-Up (Gross)

988,000 sq m

**

*

refers to the average of Madrid & Barcelona; approx
refers to the sum of Madrid & Barcelona; approx

**

Source: JLL

recent development completions have been clustered
in the CBD. As such, owners with assets in prime areas
are looking to re-position or refurbish their buildings
to the highest standards. In Barcelona, the largest
building to be added to the market was Parc Glories
(27,000 sq m) in the 22@ district. Prime rental levels
have increased consistently over the past 12-24 months,
primarily within the M30 in Madrid, and in 22@-NSBD
in Barcelona. Looking ahead, we expect prime rental
growth to slow down while from 2021, new supply
should ease the shortage of high-quality office space.

Vacancy Rate (%)

6.4%*
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United Kingdom
Country snapshot

BUSINESS SERVICES SECTOR SNAPSHOT**

The United Kingdom (UK) is the second largest economy
in Europe. Services, particularly financial and business
services, are key drivers of economic growth. London
continues to be a magnet for tech companies seeking
to access the single largest concentration of talent
across Europe. Manufacturing, meanwhile, has declined
in importance but still accounts for about 10%
of economic output. On 31 January 2020, the UK left
the EU and entered an 11-month transition period*. The UK
and EU are currently in the process of negotiating a new
agreement to guide their future economic and political
relationship. Heathrow is the largest of London’s six
airports, serving more than 200 destinations and handling
80 million passengers annually.

Despite relatively higher costs, particularly in London
and the South-East, the UK remains an attractive destination for business services sector. The UK offers access
to a large population and economy. One of the key attractions of the country is access to (native) English capabilities but also to the other major European languages,
thanks to its multicultural society. Other popular
functions include data analytics, finance and accounting,
and software development. Due to its higher labour costs
and rents, there is a well-trodden path of companies
moving part of their operations away from London
to relatively cheaper locations around the country.
Examples of important locations for businesses
services include Belfast, Glasgow and Manchester.

data for the United Kingdom has been compiled
during 2019 when it was still a member of the EU

**

*

data covers only Manchester, Scotland and Northern Ireland

Key macroeconomic indicators
Population (2019)

66.9 million
Inflation (2019)

1.6%

GDP per capita (2019)

€ 37,900
Unemployment (2019)

3.8%

GDP growth (2019-2023)

1.5%
Minimum monthly wage (2019)

€ 1,453

Source: Deloitte research based on data from Invest Northern Ireland, Midas, and Scottish Development International
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KEY BUSINESS SERVICES DATA
Number of BPO, SSC/GBS, IT, R&D centers

Total employment in the sector

110,000+

180+
business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS
Note: data covers only Manchester, Scotland and Northern Ireland

Atos
Barclays
Capita
CGI
Cigna
Dell
HP
JP Morgan
Morgan Stanley
Sky

40+

Glasgow 25+
Edinburgh

Aegon

Heineken

Amazon

Lloyds Banking Group

HSBC

Phoenix Group

BlackRock

Standard Life
Aberdeen

Computershare
Alexander Mann
Solutions

Concentrix

Allen & Overy

Pearson

Baker McKenzie

Santander

Caterpiller

Teleperformance

Deloitte

Citi

Diligenta

30
Belfast

50+
Manchester

Emirates

Sodexo

Freshfields
Bruckhaus Deringer

Sky

Latham & Watkins

Vodafone

Marks and Spencer

Virgin Media

Ticketmaster

RBS

99
CITY

Major business services destinations
(more than 3,000 employees in the business services sector) with the number
of business services centers

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on data from Invest Northern Ireland, Midas, and Scottish Development International
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HR LANDSCAPE

Payroll costs

While the United Kingdom is more expensive than
other countries, it is still attractive to investors in the
business services sector and mostly to financial
services, legal and insurance, due to the native English
capabilities. Some of the roles that are relatively
easy to find are administrators, financial analysts
and project managers. The most popular foreign
languages are French, German and Spanish.

Annual salary (in EUR) / 1 EUR = 0.88 GBP

Total number of students (2018)

2,235,500
Number of IT students (2018)

102,600
Number of economics, accounting
and management students (2018)

553,200
Number of language students
(tertiary level) (2018)

98,100

min

Finance & Accounting
Junior

22,700

34,100

Specialist

34,100

51,100

Junior

18,200

28,400

Specialist

28,400

39,800

Junior

22,700

34,100

Specialist

34,100

51,100

Junior

22,700

34,100

Specialist

34,100

56,800

Junior Java Developer

22,700

34,100

Senior Java Developer

34,100

56,800

Customer Service (inbound)

HR

IT helpdesk

Digital Technology

Bonus for language skills
Popular languages
German

10-15%

French

20-30%

Italian

10-15%

Spanish

10-15%

Nordic languages

Source: Randstad Sourceright, Randstad United Kingdom

max

20-30%
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Key labor code characteristics
•• Contract for Services /Ltd company contracting – Workers contract via their own Ltd companies or Umbrella

Employment
contracts

companies for a daily rate

•• Contract for employment / Fixed term contract – Workers are employed with the same benefits as permanent
employees, but with a fixed end date. This can be extended should it need to be

•• Contract for employment / permanent – permanent contract with the end client
•• With temp and contractors, a standard notice period would be 1 week
•• For permanent contracts, the standard would be 4 weeks, going up to 3 months for very senior roles

Notice period
Working hours

Workers opt in or out of being able to work over 40 hours per week.

Overtime

Overtime is agreed per employer/ role, there is no standard overtime rate.

Annual leave

Annual leave normally starts between 20 and 25 days + the 8 bank holidays. This normally increases per year, up to
30 days + the 8 bank holidays.

Contributions

Employers: 13.08% (national insurance).

Standard benefits
offered to specialists

•• Additional holiday entitlement
•• Car allowance
•• Contribution for sport, cultural activities
•• Gym discount

Additional benefits
offered to managers

•• Car
•• Medical / dental care
•• Phone
•• Training

•• Meal contribution
•• Non-monetary: flexible working hours
•• Pension contribution
•• Training

Source: Randstad Sourceright, Randstad United Kingdom

Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

100,100

Spanish, Italian, Portuguese

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
Focus on engagement & recruitment marketing. Competitive salary, work-life balance and job security are considered
the biggest drivers in the UK.

Source: Randstad Sourceright, Randstad United Kingdom
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Office Market Commentary
Despite Brexit-related uncertainty and a wider softening
in the global economy, the UK remains well-placed as an
office destination. Over the past few years, employment
growth was robust, with unemployment now at levels
not seen since the early 1970s, and real wages are still
increasing. The main office markets in the UK are London
and the ‘Core 8’, which includes Birmingham, Bristol,
Cardiff, Edinburgh, Glasgow, Leeds, Manchester and the
Western Corridor. Over the last 5 years, the London
demand profile has been underpinned by the Services,
Technology, Media and Telecommunications (TMT),
and Banking & Finance sectors. The flexible office
space sector also continues to go from strengthto-strength, accounting for 25% of office take-up in
London in 2019. In the Core 8, the tenant base is more
diverse, the dominant sectors in 2019 were Services
(including flexible workspace operators) and TMT which
accounted 26% and 24% of total take-up respectively.

Prime Rent

Active pre-letting also continues to be a feature of the
UK office market, reflecting the lack of good quality
stock across the country, and the longer-term decisions
that occupiers are taking to secure the best space in the
right location. Despite upbeat development activity,
vacancy in Central London continues to fall and now
sits at just 4.2%. Outside the capital, availability also
continued to tighten throughout 2019, with the average
vacancy rate in the Big 6 markets falling below the 5%
mark for the first time ever. As a result, office rents
face some upward pressure, particularly in the regions.
In 2019, prime rental growth continued with the JLL
rental index (excl London) showing growth of 2.8%
y-o-y. Annual rental growth was evident across most
key office markets, with Leeds, Birmingham, Manchester
and Edinburgh leading the way. London prime rents
also increased by 2.2% rental growth y-o-y in 2019.

Office Stock

€ 124 / sq m pm
€ 37 / sq m pm

33,337,000 sq m

**

*

***

Pipeline Under Construction

Vacancy Rate (%)

1,743,000 sq m

*

4.8%*

2019 Take-Up (Gross)

1,531,970 sq m

**

refers to London and the Big 6 (Birmingham, Bristol, Edinburgh, Glasgow, Leeds, Manchester); approx
refers to London West End submarket
**
refers to the weighted average rent for the Big 6 (Birmingham, Bristol, Edinburgh, Glasgow, Leeds, Manchester)
*

**

Source: JLL

ABSL in Europe is now made up of sister organizations operating
in Bosnia and Herzegovina, the Czech Republic, Latvia, Poland,
Romania and Switzerland. The purpose of ABSL’s international
cooperation is to inspire the community of companies in the sector
to constantly strive for excellence, and to promote continued
growth and strengthening of the sector’s standing in the region.
As a result of robust international cooperation, we are able to learn
and benefit from the experience of companies across the region,
accelerating the industry’s growth and effectively
addressing the challenges it faces.
As the largest organization representing
the sector in the region, ABSL strives to
promote innovative solutions and support
new investments that will help the industry
grow on an entirely different level.

ABSL BIH

ABSL Poland

Created in March’19, ABSL BiH has grown
to organization of over 30 members. It is
developing a business shared services sector
by incorporating sector needs into regional
government development programs, university
curriculums as well as educational programs
for its members through HR and F&A clubs.

ABSL Poland has been building strong community
of members, expert competences, know-how and
relationships with decision-makers shaping competitive and sustainable ecosystem that creates
valuable jobs, helps to responsibly grow business
and investment as well as driving knowledge-sharing,
education, innovation, advocacy and communication,
promoting entire sector on local and global scale.

Adnan Behmen

Piotr Dziwok

The President of the Management Board
ABSL Bosnia and Herzegovina

President of the Strategic Board

ABSL Lativa

ABSL Swiss

ABSL Latvia has been operating for almost
1 year and during this time it has become
the “voice of the sector”, uniting all major
GBS organizations in the country, improving
sector awareness, ensuring our members
advocacy with policy decisions and creating
a meaningful networking and learning platform.

A significant number of global companies are headquartered
in Switzerland and because of this the country hosts many
central governance organizations managing shared services /
outsourcing / third party service providers. ABSL Switzerland
aims to create a network where such organizations can share
expert competencies, develop know-how and build strong
relationships amongst members to help them meet these
demands - bringing the needs of providers and receivers
together in a collaborative manner in Switzerland

Fredis Bikovs

Derek Smith

Chairperson ABSL Latvia, General Manager
EVRY Latvia (Part of TietoEVRY Group)

Swiss ABSL Lead and UBS Managing Director,
Head ThirdParty Risk Management

ABSL Romania

ABSL Czech Republic

Supporting the member companies, as well as the
ones looking to settle their business in Romania,
in the long-term development and dynamic growth
of the business sector is one of our constant
endeavours. We are an active partner in the
development of the educational system in order
to raise awareness of the industry and enhance
the current and future workforce population.

Since the foundation of ABSL in 2014, the Czech
Business Services sector has doubled in size
to over 110,000 people and become a major
driving force of the Czech economy and a sophisticated global hub for advanced services. ABSL
has contributed hugely to the growth and maturity
of our sector and has shaped the Czech business
environment to build our future success.

Dragoș Ștefan

Jonathan Appleton

President of the Board ABSL Romania

Founding Board member and Managing Director
ABSL Czech Republic
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Belarus
BUSINESS SERVICES SECTOR SNAPSHOT
In recent years, Belarus’ business services industry
has been steadily growing. Although it is one of
the youngest of all branches of the Belarusian economy,
the ICT sector is among the most promising sectors
and its success is already recognized worldwide with
several of the biggest companies using Belarusian
services. The sector has a workforce of over 85,000

and more than half of these professionals are engaged
in software development outsourcing services. Investors
in the industry are attracted to the country’s skilled
workforce, especially in science and engineering but also
to the governmental support for the industry and the
favorable tax regime – in High Tech Park, corporate
tax rates are zero. Minsk is the most important location
for the industry.

Key macroeconomic indicators
Population (2019)

9.5 million
GDP per capita (2019)

€ 6,100
GDP growth (2019-2023)

0.4%

Source: Deloitte research based on data from IMF

Inflation (2019)

5.0%
Unemployment (2019)

0.5%
Minimum monthly wage (2019)

€ 115
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

EPAM Systems
Exadel
IBA

minsk

ISsoft
iTechArt
Itransition
SaM Solutions
ScienceSoft
SMAR Outsourcing
Solutions

CITY

Major business services destinations
(more than 3,000 employees in the
business services sector)

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on data from Belarus National Agency of Investment and Privatization
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HR LANDSCAPE

Payroll costs

Belarus is currently attracting foreign investors, which
is resulting in the development of the private business
sector, which in turn has led to a considerable number
of opportunities both for young and experienced
professionals in various fields, such as line functions,
HR, accountants, financial positions, marketing
positions, sales managers, and more. While the most
attractive positions are in Minsk, there also interesting
openings in the regions. The IT sector is developing fast
and is one of the most attractive sectors for employees
in the country. It is relatively easy to find accountants
and Marketing professionals. Some of the standard
benefits offered to specialists are contributions for sport
and meals, compensation for mobile expenses, cultural
activities, medical insurance, training and more, while
managers are often offered a company car. Belarus
has two official languages, Belarusian and Russian,
while there are several minority languages.

Annual salary (in EUR) / 1 EUR = 2.40 BYN
min

max

Finance & Accounting
Junior

5,000

11,000

Specialist

9,000

15,500

Junior

3,500

5,000

Specialist

5,500

8,000

Junior

5,000

10,000

Specialist

5,500

18,000

Junior

4,000

6,500

Specialist

7,500

12,500

Junior Java Developer

8,000

12,000

Senior Java Developer

25,500

39,000

Customer Service (inbound)

HR

IT helpdesk
Total number of students (2018)

268,100
Number of IT students (2018)

55,700
Number of economics, accounting
and management students (2018)

82,700
Number of language students
(tertiary level) (2018)

13,300
Source: Randstad Sourceright

Digital Technology
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Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

140

Russian, English, German

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Very small candidate pool. Advanced sourcing is vital for this market. Utilize professional and vertical networks.

Source: Randstad Sourceright

Office Market
Prime Rent

Office Stock

€ 23-28 / sq m pm

*

Pipeline Under Construction

115,000 sq m

*

2018 Take-Up (Gross)

N/A

*

refers to Minsk only; approx

Source: JLL

950,000 sq m

*

Vacancy Rate (%)

4.5%

10
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Bosnia
and Herzegovina
BUSINESS SERVICES SECTOR SNAPSHOT
Bosnia and Herzegovina is an emerging destination
for business services. Investors in the country
are attracted to low average salaries as well as its
low corporate income tax (10%). The early adopters
were initially attracted to the country for its ITO. Soon
after, customer management and other BPO positions

became part of a continuing second-wave of growth
buoyed by the good German and English skills,
strong cultural ties, and the significant proportion
of unemployed college and university graduates.
Several larger players have already leveraged the strong
multilingual capabilities and transferable skills of the
population. Most companies are located in Sarajevo.
Emerging locations are Banja Luka, Mostar and Tuzla.

Key macroeconomic indicators
Population (2019)

3.5 million
GDP per capita (2019)

€ 5,300
GDP growth (2019-2023)

2.7%

Source: Deloitte research based on data from IMF

Inflation (2019)

1.2%
Unemployment (2019)

18.0%
Minimum monthly wage (2019)

€ 208
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KEY BUSINESS SERVICES DATA
Total employment in the sector

Number of large centers (300+ employees)

14,300

11
Forecasted total employment in 2022

18,500
Employment structure by types of centers

Countries of origin of export-oriented
business services centers

300

5% 10%

5,000
6,000

5%
20%

60%
3,000
BPO

IT

SSC/GBS

R&D

USA

Other Western-Europe

UK

Rest of world

Nordics

Types of services delivered by export-oriented business services centers
40%

Customer service

10%

Finance & Accounting

15%

IT helpdesk

35%

Software development

5%

R&D

10%

Supply chain, logistics & procurement

5%

HR
Other
0

Source: ABSL Bosnia and Herzegovina
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Banja Luka
Tuzla
Authority Partners
CCC
DDC Group

Sarajevo

Infobip
Klika
Mistral
Symphony
Teleperformance

CITY

Major business services destinations
(more than 3,000 employees in the
business services sector)

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: ABSL Bosnia and Herzegovina

Mostar
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HR LANDSCAPE

Payroll costs

The Business Services sector in Bosnia and Herzegovina
is specialized in Customer service and Software
Development, but Finance and Accounting, Supply
chain and more functions are also available. There
is currently hyper-production of candidates, especially
accountants, graphic designers, customer support,
HR administrators and legal professionals. At the same
time, many candidates have transferable skills and are
willing to transfer to other sectors. Bosnian, Serbian
and Croatian are the official languages spoken, but talent
with good German and English skills is available, too.

Annual salary (in EUR) / 1 EUR = 1.96 BAM

Total number of students (2019)

94,000
Number of IT students (2019)

2,200
Number of economics, accounting
and management students (2019)

11,200
Number of language students
(tertiary level) (2019)

6,000

Source: Randstad Sourceright and ABSL

min

max

Junior

5,600

9,900

Specialist

8,900

19,700

Junior

7,100

11,100

Specialist

9,100

14,200

5,600

8,600

14,200

19,700

Junior

8,000

12,300

Specialist

9,600

17,200

Junior Java Developer

10,500

17,200

Senior Java Developer

21,500

39,900

Finance & Accounting

Customer Service (inbound)

HR
Junior
Specialist

IT helpdesk

Digital Technology
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Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

270

English, German, Italian

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Very small candidate pool. Advanced sourcing is vital for this market, utilize professional and vertical networks.

Source: Randstad Sourceright

Office Market
Prime Rent

Office Stock

€ 9-30 / sq m pm

*

Pipeline Under Construction

000,000 sq m

*

2018 Take-Up (Gross)

N/A

refers to Sarajevo only
We gratefully acknowledge the assistance of ABSL B&H and Storsen.

*

Source: JLL, ABSL B&H, Storsen

1,038,734 sq m

*

Vacancy Rate (%)

20%

10

95

EMEA’s Business Services Landscape
Egypt

Egypt
BUSINESS SERVICES SECTOR SNAPSHOT
Egypt is rising in popularity as a destination for business
services. One of Egypt’s key strengths is its very large
and educated workforce, which allows the country to set
itself apart from other nearshore destinations by offering
companies the possibility to implement service centers
on a large scale. Moreover, Egypt offers very competitive
operating costs. Furthermore, the government
pro-actively supports the sector, ranging from

investments in talent and infrastructure, to incentives
and support to foreign investors. The business service
market in Egypt is experiencing a shift in its services
portfolios. Companies move from multilingual contact
centers to high-value niche services such as product
development and R&D. With more than 100 centers, Cairo
is the main location for the industry, but increasingly
companies are also locating in Alexandria.

Key macroeconomic indicators
Population (2019)

99.2 million
GDP per capita (2019)

€ 2,800
GDP growth (2019-2023)

5.9%

Source: Deloitte research based on data from IMF

Inflation (2019)

9.4%
Unemployment (2019)

8.6%
Minimum monthly wage (2019)

€ N/A
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KEY BUSINESS SERVICES DATA
Total employment in the sector

Number of large centers (300+ employees)

174,000

40
Forecasted total employment in 2022

223,600
Employment structure by types of centers

8,900

Countries of origin of export-oriented
business services centers

11,700

24%
49%

6%
3%

87,700

45,200

3%
BPO

IT

SSC/GBS

R&D

16%

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
29%

Customer service

10%

Finance & Accounting

24%

IT helpdesk

62%

Software development

9%

R&D

4%

Supply chain, logistics & procurement

13%

HR
Other
0

Source: Deloitte research based on input by ITIDA
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Brightskies
Eventum
Majorel
Sutherland Global
Services
Vodafone

CITY

Major business services destinations
(more than 3,000 employees in the
business services sector)

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input by ITIDA

Alexandria
Cairo

Amazon

Orange

Dell Technologies

Siemens

Henkel

Uber

HSBC

Valeo

Nestle

Vodafone
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HR LANDSCAPE

Payroll costs

Some of the most abundant profiles are Accounts
Payable, Accounts Receivable and general ledger
Accountants, Customer Service Specialists,
and IT Help Desk Specialists with English
language skills. Egypt’s native language is Arabic,
but there’s a good talent pool of French, German,
Spanish and Italian speakers. Since the country
is a well-established business services hub, senior
and highly skilled talent is easy to find, while a large
number of people are looking to join the sector.

Annual salary (in EUR) / 1 EUR = 19.56 EGP

Total number of students (2018)

2,429,100
Number of IT students (2018)

160,300
Number of economics, accounting
and management students (2018)

514,400
Number of language students
(tertiary level) (2018)

16,500

Source: Randstad Sourceright

min

max

Junior

2,800

4,200

Specialist

4,200

6,400

Junior

3,400

4,700

Specialist

4,500

6,500

Junior

3,500

4,500

Specialist

5,200

7,100

Junior

2,800

3,800

Specialist

3,500

5,700

Junior Java Developer

5,200

6,400

Senior Java Developer

6,600

9,200

Finance & Accounting

Customer Service (inbound)

HR

IT helpdesk

Digital Technology
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Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

17,200

English, French, German

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
Focus on engagement & recruitment marketing. Equally important is to focus on sourcing.

Source: Randstad Sourceright

Office Market
Prime Rent

Office Stock

€ 33 / sq m pm

1,060,000 sq m

*

*

Pipeline Under Construction

Vacancy Rate (%)

20,000 sq m

5.0%*

*

2019 Take-Up (Gross)

N/A

*

refers to Cairo only

Source: JLL
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Serbia
BUSINESS SERVICES SECTOR SNAPSHOT
Although the Serbian economy has traditionally
relied on the industrial sector (automotive and textile)
and agriculture, the country is an emerging destination
for business services in Europe. The Serbian market
it still growing and currently more than 50,000 work
in the industry. Centers are predominantly located in two
cities: the capital Belgrade and Novi Sad, the second

largest city. Emerging destinations for the industry
are Nis and Kragujevac. Serbian business centers
mostly focus on supply chain, logistics and procurement
and IT helpdesk. In order to achieve strong growth,
the Serbian government has made strategic educational and general reforms, such as introducing
basic programming languages to the primary school
education, were introduced in the last few years.

Key macroeconomic indicators
Population (2019)

7.0 million
GDP per capita (2019)

€ 6,800
GDP growth (2019-2023)

3.9%

Source: Deloitte research based on data from IMF

Inflation (2019)

2.0%
Unemployment (2019)

13.1%
Minimum monthly wage (2019)

€ 231
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KEY BUSINESS SERVICES DATA
Total employment in the sector

Number of large centers (300+ employees)

53,100

43
Forecasted total employment in 2022

60,600
Employment structure by types of centers

2,700

6,700

6,700

37,000

BPO

IT

SSC/GBS

R&D

Types of services delivered by export-oriented business services centers

55%

IT helpdesk
Software development

10%

R&D

10%
65%

Supply chain, logistics & procurement

15%

HR
Other
0

5%

Source: Deloitte research based on input from RAS
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Continental
Automotive
Kuehne+Nagel

Novi Sad

Levi 9
Quantox
Schneider Electric

Belgrade

eFront

Sitel

Euronet Worldwide

SR Technics

Kuehne+Nagel

Transcom

Levi 9

Trizma

Nordeus

Ubisoft

Kragujevac
Nis
CITY

Major business services destinations
(more than 3,000 employees in the
business services sector)

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input from RAS
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HR LANDSCAPE

Payroll costs

Some of the key roles that are relatively easy to find
in Serbia are Economists and Management Specialists,
as the largest number of graduates in the country
comes from Social Sciences, Business and Law.
At the same time, one of the strategic priorities of the
Government is to increase the number of professionals
with IT and Computer Engineering backgrounds. Thus,
with the latest Government’s projects of the pre-qualification and incentivizing entrepreneurship in IT,
the number of IT professionals is rapidly increasing.
It is common for specialists of both above-mentioned
categories to transfer from one sector to another.

Annual salary (in EUR) / 1 EUR = 118.06 RSD

Some of the standard benefits offered to specialists
include flexible working hours and possibilities
to work from home, private medical care, pension
contribution, trainings, contribution for sports,
and more. In addition, a company car is often
provided to operational level managers.

min

Finance & Accounting

7,500

13,500

11,800

20,400

7,500

10,100

10,100

13,500

6,700

10,100

13,500

16,900

6,700

10,100

10,100

13,500

Junior Java Developer

10,100

16,900

Senior Java Developer

30,600

59,700

Junior
Specialist

Customer Service (inbound)
Junior
Specialist

HR
Junior
Specialist

IT helpdesk
Junior

Total number of students (2018)

265,000
Number of IT students (2018)

38,000
Number of economics, accounting
and management students (2018)

90,000
Number of language students
(tertiary level) (2018)

14,000
Source: Randstad Sourceright

max

Specialist

Digital Technology
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Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

1,200

English, German, French

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

Recommendations:
Small candidate pool Advanced sourcing is vital for this market. Utilize professional and vertical networks.

Source: Randstad Sourceright

Office Market
Prime Rent

Office Stock

€ 16-17 / sq m pm

*

Pipeline Under Construction

140,000 sq m

*

2018 Take-Up (Gross)

N/A

*

refers to Belgrade only; approx

Source: JLL

800,000 sq m

*

Vacancy Rate (%)

4.0%

10
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Ukraine
BUSINESS SERVICES SECTOR SNAPSHOT
Ukraine has emerged as a destination for business
service centers. The country has repeatedly been
recognized as a leading IT outsourcing destination
in Europe. Ukraine experienced significant political
and economic challenges since the recent revolution
and geopolitical crisis. However, the military conflict
was contained to only 3% of Ukrainian territory and has

left many commercial hubs untouched. While operating costs are low, Ukraine has a large skilled labor
force with more than 14 million people with advanced
education living and working in the country. In order
to support the growth of different industries, Ukraine
has a favorable tax regime, especially for the IT sector.
Major locations for business services are Kyiv, Lviv,
Ivano-Frankivsk, Odesa, Dnipro and Kharkiv.

Key macroeconomic indicators
Population (2019)

41.9 million
GDP per capita (2019)

€ 3,300
GDP growth (2019-2023)

3.1%

Source: Deloitte research based on data from IMF

Inflation (2019)

4.1%
Unemployment (2019)

8.7%
Minimum monthly wage (2019)

€ 150
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KEY BUSINESS SERVICES DATA
Total employment in the sector

Forecasted total employment in 2022

220,000

185,000+
Employment structure by types of centers

6,800

14,700

Countries of origin of export-oriented
business services centers

3,500

27%
45%
7%

160,000+

BPO

2%
IT

SSC/GBS

R&D

15%

4%

USA

Other Western-Europe

UK

Asian countries

Nordics

Rest of world

Types of services delivered by export-oriented business services centers
Customer service

6%

Finance & Accounting

7%
37%

IT helpdesk

32%

Software development

1%

R&D

9%

Supply chain, logistics & procurement

6%

HR
Other
0

6%

10

Source: Deloitte research based on input from Invest Ukraine
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business SERVICES DESTINATIONS & REPRESENTATIVE INVESTORS

Ciklum
EPAM
Eleks

Kyiv

EPAM Systems

GeeksForLess

AB Inbev

Mirantis

Eleks

Luxoft

EPAM

MDWN

Huawei

Ninecor

GeeksForLess

LVIV

Kharkiv

NetCracker

Intellias

Samsung Electronics

Intetics

Samsung Electronics

Mirantis

Sigma Software

Maxymiser (Oracle)

Sigma Software

Nestle

Softserve

Plarium

WinTrade

PwC

Dnipro

Sigma Software
Siemens
AB Soft

CITY

Major business services destinations
(more than 3,000 employees in the
business services sector)

CITY

Emerging business services destinations
(fewer than 3,000 employees in the
business services sector)

Source: Deloitte research based on input from Invest Ukraine

Odesa

Intellias
Luxoft
NetCracker
Sigma Software

Luxoft

Maxymiser (Oracle)

Playtech

Simply Contact

Playtika
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HR LANDSCAPE

Payroll costs

The business service sector is mainly concentrated
in Kyiv, Lviv and Kharkiv and offers a highly educated
and experienced workforce. Some of the easiest
profiles to find are financial specialists, accountants
and legal assistants, while candidates are generally
willing to transfer between sectors. Ukraine ranks 4th in
the number of Certified IT Specialists worldwide, with
Ukrainian software engineers being skilled in a variety
of technologies, while the most popular programming
languages are Java, C#, JavaScript, PHP, and Python.
Some of the standard benefits offered to specialists
include, but are not limited to health and life insurance,
training, contributions for cultural activities, meal
contribution, flexible working hours and remote work.
It is not uncommon to also get additional holiday entitlements, coupons and discounts and referral programs.

Annual salary (in EUR) / 1 EUR = 30.28 UAH

Total number of students (2019)

1,322,000
Number of IT students (2018/2019)

87,000
Number of economics, accounting
and management students (2017/2018)

180,600
Number of language students
(tertiary level) (2018/2019)

46,800

Source: Randstad Sourceright

min

max

Junior

3,200

4,800

Specialist

4,800

10,400

Junior

3,200

4,000

Specialist

3,700

6,400

Junior

4,000

8,000

Specialist

7,200

13,900

Junior

3,500

6,000

Specialist

6,000

13,500

Junior Java Developer

4,800

11,100

Senior Java Developer

10,400

31,100

Finance & Accounting

Customer Service (inbound)

HR

IT helpdesk

Digital Technology
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Market competitiveness DATA FOR THE ACCOUNTS PAYABLE ROLE
Accounts payable professionals are in high demand across all locations based on job advertising activity.

AP pool (available candidates)

Top 3 Languages spoken by AP

1,100

Russian, English, Spanish

Assessment of AP market competitiveness

1

2

3

4

5

6

7

8

9

10

Recommendations:
The Ukrainian market is highly driven by attractive salary & benefits followed by career progression opportunities. Include
these points in your engagement approach.

Source: Randstad Sourceright

Office Market
Prime Rent

Office Stock

€ 28.70 / sq m pm

*

Pipeline Under Construction

200,000 sq m

*

2018 Take-Up (Gross)

200,000 sq m

**

*

refers to Kiev only; approx

Source: JLL

1,740,140 sq m

*

Vacancy Rate (%)

7.2%
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EMEA Markets
Overview
Accounts Payable

351

This slide represents the candidate pool for the
“Accounts Payable” role in EMEA region. The top
3 countries in terms of availability or supply of
candidate pool with accounts payable role are the UK,
Egypt and Ireland.

817
971

16,178

United
Kingdom

6,844
2,823

lithuania

CZECH
REPUBLIC

1,142

1,706

267

belarus

poland

4,824

4,824

latvia

141

IRELAND

100,148

estonia

slovakia

hungary

1,151

6,855

BOSNIA &
herzegovina

2,856

SPAIN

Source: Randstad Sourceright

romania

serbia

portugal

13,171

ukraine

17,192

Egypt

bulgaria
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Accounts Payable Supply Demand Ratio
The demand numbers are approximated based
on the job postings, for the accounts payable role,
from the top job boards of respective countries.

50:1

estonia

82:1
139:1
122:1

lithuania

1:3

IRELAND

52:1

United
Kingdom

4:1
63:1

CZECH
REPUBLIC

1:2

50:1

45:1

belarus

poland

4:1

96:1

latvia

slovakia

42:1

hungary

33:1

BOSNIA &
herzegovina

143:1

SPAIN

Source: Randstad Sourceright

romania

serbia

portugal

878:1

ukraine

127:1

Egypt

bulgaria
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Accounts Payable Supply Demand Score (out of 10)
The demand numbers are approximated based
on the job postings, for the accounts payable role,
from the top job boards of respective countries.

3/10

estonia

4/10
4/10
7/10

lithuania

2/10

IRELAND

9/10

United
Kingdom

7/10
6/10

CZECH
REPUBLIC

6/10

5/10

2/10

7/10

hungary

4/10

romania

serbia

BOSNIA &
herzegovina

5/10

SPAIN

Source: Randstad Sourceright

ukraine

slovakia

portugal

6/10

belarus

poland

6/10

6/10

latvia

6/10

Egypt

bulgaria
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Accounts Payable Talent Pool – Top 3 Languages
This slide represents the top three languages spoke
by Accounts Payable professionals in respective
countries. This is derived from LinkedIn profiles.

Russian
English
French

estonia

English
Russian
Spanish

latvia

Russian
English
French
English
Portuguese
Spanish

Russian
English
German

IRELAND
Spanish
Italian
Portuguese

United
Kingdom

English
Russian
Spanish
English
Russian
French

CZECH
REPUBLIC

Russian
English
Spanish
English
Czech
Italian

English
French
German

hungary

BOSNIA &
herzegovina

English
German
French

SPAIN

Source: Randstad Sourceright

romania

serbia

portugal
English
Portuguese
Italian

ukraine

slovakia

English
German
French
English
German
Italian

belarus

poland

English
Spanish
German

English
Spanish
French

lithuania

English
French
German

Egypt

bulgaria
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time to think
differently
about work.
how to get ahead of talent expectations
and gain a competitive advantage.

the need to focus on acquiring the best talent
to achieve a competitive advantage.

Talent expectations are rising and the pressure is on
for talent leaders. The world of work is rapidly evolving
and business services leaders in Europe face a growing
crisis when it comes to accessing the talent they need.
The urgency to source and hire skilled professionals
has never been greater as talent scarcity and fierce
competition in the sector pose challenges ahead.

Our 2019 Talent Trends research has revealed that
more than two thirds (80%) of talent leaders said
their talent acquisition strategy was more about total
value creation for the company than achieving cost
savings. What’s more, 74% said finding the right talent
was one of their business leaders’ top priorities.

According to Randstad Sourceright’s 2019 Talent
Trends research, which surveyed more than
800 human capital and C-suite leaders in 17 markets,
76% of employers said talent scarcity was on
top concern this year, up from 62% in 2018.
At the same time, the business services sector
is undergoing tremendous technological disruption,
making it critical for leaders to adjust and transform
their talent strategies quickly. This transformation is also
creating challenges as talent leaders need to make
difficult choices regarding their investments
and the technologies to implement. Achieving
cost savings and process improvements
are important, but organizations have realized

Business services, like other sectors, have become
a candidate-driven market, where talent gets to decide
how and when they engage with your organization
and your competitors. Talent leaders in the business
services sector are facing increasing pressure from
both hiring managers and workers alike. They need
to deliver highly skilled individuals, quickly, while
also understanding talents’ needs and fulfilling
those to attract and retain those individuals.
Are you among the human capital leaders
who truly understand what drives talent attraction
and employee engagement? Follow these
steps to create a stand-out talent experience
and deliver a competitive advantage:
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In the business services sector, benefits used to be
mostly focused on the individual (e.g., gym membership,
employee discounts, retirement plan and performance
bonuses), but there is currently a shift towards total
wellbeing and corporate social responsibility (CSR).
Companies are organizing CSR programs to improve
their communities and further drive their purpose.

Create a memorable talent experience.
Companies in the business services sector recognize
that one of the most effective ways to raise
organizational performance is to enhance talent
engagement. With more choices when it comes
to employment, many job seekers are looking
beyond pay, while they decide which company to join,
and companies in the sector are competing to win talent.
Talent leaders are aware and are trying to create
a rewarding experience both for existing employees
and for the candidates they want to attract.
Interestingly enough, in our Talent Trends research, 77%
of employers rated their company’s talent experience
as either excellent or very good, but 84% of working
professionals said they have had a bad candidate
experience while searching for a job.
What do your candidates say about you?

Know what your employees want.
With turnover relatively high, companies may offer
various perks to keep employees satisfied. Benefits such
as tuition reimbursement, retirement benefits and on-site
childcare are becoming more common. As the world
of work evolves, more and more workers, especially
millennials and Gen Z professionals are seeking
flexible schedules and rotating assignments that
allow them to set their own hours and do challenging
work. Companies have recognized the need for more
flexible working hours and work from home options.

How do you engage with your employees
and their communities?

Use HR technology, talent analytics
and automation to your advantage.
More business services employers rely on automation
to free up their people from transactional, low-value
tasks, so they can focus on value added activities.
Innovation offers great opportunities to boost
productivity, and talent leaders are excited about
the impact of technology on workforce performance.
According to our Talent Trends research, 92% said
technology enhances the attraction, engagement
and retention of talent, compared to 79% in 2016.
Employers are also prioritizing the development of talent
communities, which will give them faster access
to talent and reduce talent acquisition costs over time.
Talent communities help cultivate a following and are
an effective way to strengthen employer brand.
Companies have also started looking into talent
data and market insights, which will enable them
to access their current and future needs. Most (83%)
said talent analytics play a critical role in sourcing,
attracting, engaging and retaining talent.
Have you examined how automation
may improve human productivity? Do you have
the insights needed to drive decision-making?
Are you leveraging talent communities?
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Create an employer brand that embraces diversity.

Make talent management a priority.

Diversity is a critical topic for many businesses.
According to our Talent Trends research, business
leaders and talent alike see the value of having a diverse
workforce. Eighty-six percent of talent leaders said
a robust diversity and inclusion strategy was either
extremely or very important to their workforce.
The majority of working professionals (72%) also
said this was critical to their workplace experience.

Companies need to take a closer look at their talent
management strategies to meet their current and future
recruiting demands. In the sector, organizations
with stable, high-volume recruitment often opt for
recruitment process outsourcing (RPO) solutions
for the speed and scalability this model delivers.

A multi-generational workforce is becoming a challenge
for talent leaders in the sector. Fresh graduates
or candidates with little work experience are typically
hired for junior roles, while the management team is two
or even three generations older. Companies are trying
to hire candidates from other talent pools (e.g. parents
returning to work, late-career professionals seeking
new work experiences or to develop new skills). These
actions strengthen their diversity and inclusion strategies
and give the organization a more inclusive perspective
on projects, while also making recruitment a little easier.
Companies are also establishing cooperation with
educational institutions to engage with developing
talent. It is not uncommon for organizations
to provide training opportunities to university or high
school students to help them develop the skills
they will need when they enter the workforce.

Apart from end-to-end RPO — the solution with
the greatest savings, efficiencies and compliance
— there are also other models, including project
RPO, selective RPO and recruiter on demand (ROD).
Currently, in business services, there is high interest
in project RPO, a solution applied to a specific project,
such as a new product launch, or for those who wish
to maintain their internal recruitment capabilities
for day-to-day hiring, but need the benefits of an
end-to-end approach for a project in scope.
Some business services employers are also turning
to total talent management models to enhance
workforce visibility, improve their employer brand
and speed skills acquisition. Most (76%) talent
leaders across all sectors said they would probably
or definitely adopt a total talent approach.
Have questions? Whether you need a faster way to
hire for a new project or are looking to transform your
talent acquisition, we can support you. Read
more about our solutions, case studies and Talent
Trends research at randstadsourceirght.com.
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