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200 companies with 300 centres participated in the survey

Today’s focus areas: Global Challenges

Europe
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North-America

@
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South-America

3%
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How have the current challenges impacted your GBS strategy
(e.g. COVID pandemic, territorial conflicts)?

1

GBS is a resilient partner
and key contributor during
times of turmoil

pwce

No impact — strategy remains the
same

Only operational impacts (e.g.
changes in organisation)

Expansion of GBS initiative

Refinement of GBS strategy (e.g.
moving to lower cost locations)

GBS suspended for a defined
period

Work reallocated back to local
teams

Other (e.g. focus on business
continuity)

50%

41%

17%

15%

2%

5% .
*Multiple answers allowed



How do you expect economic downturn will impact
your GBS organisation?

We will be expanding the scope 61%
of GBS °

GBS will receive more

investment in automation and 49%
digitisation
GBS growth and
advancement will be GBS will be expected to increase 44%
balanced with cost cutting

operational savings

We expect our GBS operating

o,
budgets to be reduced 28%

Other (e.g. increased efficiency
expectations)

*Multiple answers allowed
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What aspirational positioning are you following
for your GBS organisation?

Talent hub with
‘ ‘ specialist/expertise-based 31%

process service delivery

Cost-effective delivery centre for
transactional processes

28%

Quality and value

Value creator 27%

before cost

Digital innovator/engine of
transformation

13%

Data and insight generator 1%
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Please select which options best describe your GBS strategy for

the next five years

1

Digitalisation,
standardisation and
expansion into more

value-adding services
continues

pwce

Digitalisation

Increased standardisation of
services

Expansion into more complex
and value-adding services

Expanding scope

Moving towards an end-to-end,
process-driven organisation

Investing in centre(s) of
excellence

Regional expansion
Insourcing

Outsourcing/BPO

83%

83%

70%
65%
47%
46%
25%
7%
. 6% *Multiple answers allowed



What are some of the more recent strategies you may have
adopted to drive digitalisation within the GBS?

92%

Digital training and upskilling
programmes

Rewards and recognition
programmes to push the digital
agenda

37%

Training and upskilling
employees is a priority

Running Hackathons

to drive digital
transformation

Partnerships/alliances with
startups/tech companies

Other (e.g. local digital finance
hubs, ongoing development
analysis)

*Multiple answers allowed
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What services are provided in your organisation
by Centers of Excellence (CoE)?

1

CoEs are about
concentration of
knowledge not

necessarily in a
physical location

pwce

0
Process automation and tool 71%

implementation

Compliance and controls (e.g. 53%

intemal controls, SOX controls)

41%
IFRS consulting

35%
Advanced analytics

4%
18%

Other

*Multiple answers allowed

B Centralised CoE M Decentralised CoE
10



What new skills are you looking to hire or build

in your GBS organisation?

1

Digital skills are
most sought after

pwce

Data analytics

Digital innovation driver

Data security and risk
management

None

Social media specialist

Other (e.g. cloud engineering,
business partnering)

*Multiple answers allowed
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What are the biggest challenges for people & culture within
your GBS organisation?

1

Attracting quality
talent will continue
to be a challenge

pwce

Attracting skilled/experienced
employees

Setting up relevant career paths

Meeting increased employee
demands

High staff tumover

Effectively onboarding new hires

Ensuring diversity in teams

Recruiting early career
professionals

Other (e.g. slow recruiting and
onboarding process)

75%

51%

45%

42%

28%

17%

.

5%

*Multiple answers allowed
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What are your main initiatives to retain employees?

1

Flexibility and Team
building events are a
commodity but let’s

not forget about
the development
opportunities

pwce

Flexibility and work-life balance

Team-building events

Regular employee surveys and
follow-ups

Development programmes

Individual career path planning

Non-work-related benefits

Financial benefits

No initiatives in place

39%

1%

43%

80%

73%

71%

63%

53%

*Multiple answers allowed

13



Key findings from the 2023 survey on Global Business Services

GBS organisations are operationally resilient
winners despite multiple global crises

Digitalisation and advanced technologies are
driving GBS strategy

Shift in scope is seen with growing importance of
centres of excellence

Upskilling and retaining employees will remain
critical in securing GBS growth

Evolving location strategies due to geopolitical
developments and remote & hybrid working

14
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