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Bridging Industries:Insights and Innovations from 56 Organisations
From a range of industries covering IT, Retail, Banking, Chemicals and more

Types of centres

5%

Multi-Functional Centers
Single Tower: IT Design & Development
Single Tower: Other Delivery Lines

Single Tower: Finance

Average centre sizeaccording to the type

Multi-functional centres Single tower: Finance
335
871
Single tower: IT design Single tower: Other delivery
& Development lines
77
341



pwc
A balanced mix of fresh and mature centres participated in the survey
When was your centre established?

2023-2024 _ 4%
%
59%
than 10 years
2011-2014 30%



Finance & Accounting, Human Resourcesand internal IT remain the most popular

Service Delivery Lines: % of centres delivering a given service line

FINANCE & accounTing I 57%

suman Resources I 50%

T onTerNAL) I 4%
procuremenT I 43%
IT (DESIGN & DEVELOPMENT) [ 38%
CUSTOMER SERVICE [ 34%

FINANCIAL SERVICES & INSURANCE [ 18%
SALES & MARKETING [T 16%
otver I 50

30%

of centres have

more than 5
Service Delivery
Lines

i

pwc



pwec
IT Development, Finance and HR are centralised to the largest extent
Service Delivery Lines — what is the level of concentration?

63%
55%
52%

IT (Design & Finance & Procurement IT (Internal) Customer Controlling Financial Sales &
Development) Accounting Service Services Marketing

Concentration Index

Where: 0%) - Service not provided 10%-20%) - Service provided to a very limited extent or only oversight of a 3rd party provider for the
service,30%-50%) - Transitionand consolidationof some processes, 50%-90%) - Considerableto full migration of all processes, 100%) - Full
ownership of the function (including management of any 3rd party outsourced functions and development of new processes and services)



pwc
The average last year efficiency rate isapproximately 7%
What is the efficiency rate? % of capacity release in last financial year

36% 9%

Less than 0% 0-5% 5-10% 15-20% More than 20%
(inefficiencies)



pwe
Efficiencyreleaserates tend to grow with the maturity of centers
What is the efficiency rate? % of capacity release in last financial year

2023-2024 0%

2019-2022 4.6%

2015-2018 8.5%

2011-2014 8.7%

2007-2010 4.31%

Pre 2006 7.6%



pwec
Maturity scoresacrosscenters generally follow a trend of growth over time
Maturity of centre per date of centre establishment

25 3.34
3.06
2.82
I I 2.20

Pre 2006 2007-2010 2011-2014 2015-2018 2019-2022 2023-2024"

4.00 3003

average
maturity
score across
all centres

3

*small sample size )
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Customer Service achieved the highest efficiency release rate last year at 11%
What is the efficiency rate? % of capacity release in last financial year

Customer Service ™6

(o)

IT (Design & Development) %
Finance & Accounting 9%
Human Resources 7%

IT (Internal) 6%

Procurement 6%

Financial Services &

(o)
Insurance 5%

Controlling

N

O\o |

Sales & Marketing 2%

o



pwc

The Krakow Centres' market remains stable,enabling organisationsto maintain

their current headcount or to increase it slightly

Are you planning a change in Headcount in your Centre over the next 12 months?

Yes, we plan an increase in
Headcount

No, we plan to stay the
same

Yes, we plan a decrease in
Headcount

Not decided yet

5%

22%

31%

60%

of centres
expanded

42% @ their scope

Transactional

processes Knowledge-based

processes

n



pwe
Key
conclusions

Continued market

Centres of
Excellence as key
enablers

growth although
slower and not in
all services

Digital
Transformation

Still driving value .
remains a challenge

and efficiency
gains

12
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Service Delivery Lines
Level of concentration

Where:

0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd
party provider for the service

3-5 - Transition and consolidation of some processes

5-9 - Considerable to full migration of all processes.

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

pwc

Accounts Payable

ESG Reporting

Internal Audit 3.5

Consolidation 3.3

Transfer Pricing 3.7

Financial Planning &
Analysis 4.7

Statutory Accounting and 5.5
Reporting -
Tax Compliance &

Accounting 4.9

6.9

6.9
Accounts Receivable

6.4
Fixed Assets Accounting

7
Financial Period closing

6.7
Intercompany accounting

Cash Management and
5.5 Treasury operations

Financial Reporting and
6.3 Analytics

5.7 Masterdata Management

15



Finance & Accounting Services
% of centres delivering a given service line

Financial Reporting and Analytics
Financial Period closing

Accounts Receivable

Tax Compliance & Accounting
Accounts Payable

Statutory Accounting and Reporting
Cash Management and Treasury operations
Financial Planning & Analysis

Fixed Assets Accounting
Intercompany accounting
Masterdata Management

Transfer Pricing

Internal Audit

Consolidation

ESG Reporting (Environmental, Social and...

2024

98%
98%
93%
93%
93%
82%
91%
89%
89%
96%
87%
%
69%
%
44%

pwc

16
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Finance & Accounting Services
% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 17




pwe
Isthe role of the Global ProcessOwner located within your Finance
& Accounting ServicesDelivery pillar?

Yes, we have a Global Process Owner

0,
located in our centre 35%

Yes, partially 31%

No, but there is a transfer plan in place 6%

No, it is not planned at the moment 28%

18
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pwe
Doyou have a Centre of Excellence inyour What is the primaryrole of the Centre of
Finance & Accounting Services Delivery pillar? Excellence in your Finance & Accounting Services
Delivery pillar?

Provide expert level
A 75%
support in functional areas
Share expertise and
. P ; 75%
improve global operations

Standardise and optimise

Ye s processes 81%

Drive innovation and 0%
automation

Talent development 0%

Other 0%

19



Areyou planninga change in headcount inyour
Finance & Accounting Services Delivery pillar over
the next 12 months?

Yes, we plan an increase in

(o)
Headcount 40%

Yes, we plan a decrease in

(o)
Headcount 9%

No, we plan to stay the

Ssame 38%

Not decided yet 13%

-

pwc
Whatare the biggest challenges in your
Finance & Accounting Services Delivery pillar?
Digital Transformation 759%

and Technology...
Talent attraction 19%

Process standardisation

(o)
and optimisation 63%

Talent management and

(o)
skills gaps 22%
Customer experience and 6%
service quality o
Governance and -
compliance 22%
Other 9%

20
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HR

% of centres delivering a given service line

Workforce administration

Talent Acquisition (Recruitment & Sourcing)
Reporting

Learning & Development

Payroll

Employer Branding support and strategy
Talent & Performance Management
Helpdesk

Total Rewards

Pension & Retirement related services

Global mobility

me 2

93%
93%
86%
N 86%
86%
. 82%
N 82%
79%




Service Delivery Lines
Level of concentration

Where:

0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd
party provider for the service

3-5 - Transition and consolidation of some processes

5-9 - Considerable to full migration of all processes.

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

pwc

Payroll

4.9 6.8

Talent Acquisition

Eekalpe iy (Recruitment & Sourcing)

Helpdesk 5.4 Total Rewards

6

Reporting Learning & Development

Workforce administration Talent & Performance
6.5 4.1 3.4 Management

Employer Branding support
and strategy

Pension & Retirement
related services

23
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HR

% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 24



pwec
Isthe role of the Global ProcessOwner located within your Human Resources
Services Delivery pillar?

Yes, we have a Global Process Owner located in

29%
our centre

Yes, partially 18%

No, but there is a transfer plan in place 0%

No, it is not planned at the moment 53%

25



Doyou have a Centre of Excellence inyour

Human Resources Services Delivery pillar?

Yes

What is the primaryrole of the Centre of
Excellence in your Human Resources Services

Delivery pillar?

Provide expert level
support in functional
areas

Share expertise and
improve global
operations

Standardise and optimise
processes

Drive innovation and
automation

Talent development

Other

pwec
80%
70%
0%
0%
0%

26



Areyou planninga change in headcount inyour
Human Resources Services Delivery pillar over the

next 12 months?

Yes, we plan an increase in
Headcount

Yes, we plan a decrease in
Headcount

No, we plan to stay the
same

Not decided yet

7%

18%

29%

46%

Whatare the biggest challenges in your
Human Resources Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation
and optimisation

Talent management and
skills gaps

Customer experience and
service quality

Governance and
compliance

Other

pwc
68%
21%
54%
39%
29%
25%

0%

27
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IT Design & Development
% of centres delivering a given service line

IT Project Management e 92%
Software and system testing | 92%

a3%

IT Product Management =~ gy

100%

Cloud Services implementation support

Software Development

Cyber Security architecture design and  m T g g 5
development 92% +0%
Software Maintenance T ggoy

me 2 2
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Service Delivery Lines
Level of concentration
Software Maintenance
6
I rvi
. Cloud Sg ces Software Development
implementation support 7.1
Cyber Security architecture 4.6 7 Architecture for software
design and development Y and systems
5.7
Where:
ware an m

0 - Service not provided SOt . el By IT Product Management
1-2 - Service provided to a very limited extent or only oversight of a 3rd testl ng
party provider for the service 7.5
3-5 - Transition and consolidation of some processes °
5-9 - Considerable to full migration of all processes. 6.7

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

IT Project Management 30



pwc
IT Design & Development
% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 3



i

pwe
Isthe role of the Global ProcessOwner located within your IT (Design & Development)
Services Delivery pillar?

Yes, we have a Global Process Owner located in

%
our centre

Yes, partially 33%

No, but there is a transfer plan in place %

No, it is not planned at the moment 4 5%

32



pwe
Doyou have a Centre of Excellence inyourlT What is the primaryrole of the Centre of
(Design & Development) Services Delivery pillar? Excellence in your IT (Design & Development)
Services Delivery pillar?

Provide expert level

areas
Share expertise and o
. : %
improve global operations
tandardise and optimise
processes

Yes
Drive innovation and
(o)
automation 0%
Talent development 0%

Other 0%

33



Areyou planninga change in headcount inyour
IT (Design & Development) Services Delivery pillar
over the next 12 months?

Yes, we plan an increase in

Headcount 50%

Yes, we plan a decrease in

(o)
Headcount 3%

No, we plan to stay the

same 33%

Not decided yet 14%

Whatare the biggest challenges inyourlT

i
pwc

(Design & Development) Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation
and optimisation

Talent management and
skills gaps

Customer experience and
service quality

Governance and
compliance

Other

6%

25%

19%

22%

31%

42%

47 %

34
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pwec
IT (Internal)

% of centres delivering a given service line

IT Infrastructure Management A ki ——._. 96%

IT support services Ist 2nd & 3rd line including patches ] 92%
IT Applications development and testing — 92%

Cloud Services admin support I —— 88%

Applications change and access management I ——— 88%

Cyber Security strategy and operations ) 83%

IT vendor Relationship Management 0 g5g

me 2 .



pwc
Service Delivery Lines
Level of concentration

IT Applications
development and testing
4.6
Cloud Services admin Applications change and
support 4.6 access management
3.5
Cyber Security strategy and 5.1!T Infrastructure
operations 3.7 Management

Where: 3.5
0 - Service not provided
1-2 - Service provided to a very limited extent or only oversight of a 3rd 4.8
party provider for the service . o g
3-5 - Transition and consolidation of some processes IT support services Ist 2nd & IT vendor Relationship
5-9 - Considerable to full migration of all processes. 3rd Iine ihCl Udihg patC hes Management
10 - Full ownership of the function (including management of any 3rd party

outsourced functions and development of new processes and services)

37
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IT (Internal)

% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 38



i

pwe
Isthe role of the Global ProcessOwner located within your IT (Internal) Services
Delivery pillar?

Yes, we have a Global Process Owner located in

(o)
our centre 13%

Yes, partially 13%

No, but there is a transfer plan in place 0%

No, it is not planned at the moment 74%

39
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pwe
Doyou have a Centre of Excellence inyourlT What is the primaryrole of the Centre of
(Internal) Services Delivery pillar? Excellence in your IT (Internal) Services Delivery
pillar?

Provide expert level .
support in functional areas _ 100%
Share expertise and _ 0
improve global operations 100%
Standardise and optimise _ 100%
processes

Drive innovation and

(o)
automation 0%

Talent development 0%

Other 0%

40



Areyou planninga change in headcount inyour
IT (Internal) Services Delivery pillar over the next 12

mMonths?

Yes, we plan an increase in
Headcount

Yes, we plan a decrease in
Headcount

No, we plan to stay the
same

Not decided yet

8%

4%

55%

33%

-

Whatare the biggest challenges inyourlT
(Internal) Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation
and optimisation

Talent management and
skills gaps

Customer experience and
service quality

Governance and
compliance

Other

pwc
58%
17%
46%
25%
8%
38%
4%

41
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Procurement
% of centres delivering a given service line

Contracting

Category Management

Supplier Relationship Management
Strategic Sourcing

Cost Management

Maintenance and development of Procurement systems

me 2

pwc

+0%

+0%

43



Service Delivery Lines
Level of concentration

Where:

0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd
party provider for the service

3-5 - Transition and consolidation of some processes

5-9 - Considerable to full migration of all processes.

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

Maintenance and
development of

Procurement systems 4.3

4.6

Category Management

Supplier Relationship
Management

4.9

4.4

Cost Management

pwc

Strategic Sourcing
4.8

Contracting
5.5

44
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Procurement
% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 45




pwec
Isthe role of the Global ProcessOwner located within your Procurement
Services Delivery pillar?

Yes, we have a Global Process Owner located in

13%
our centre

Yes, partially 17%

No, but there is a transfer plan in place 4%

No, it is not planned at the moment

66%

46



pwe
Doyou have a Centre of Excellence inyour What is the primaryrole of the Centre of
Procurement Services Delivery pillar? Excellence in your Procurement Services
Delivery pillar?

Provide expert level

Sy 67%

support in functional areas
Share expertise and

(o)
Yes improve global operations 67%

Standardise and optimise
processes

83%

Drive innovation and

(o)
automation 0%

Talent development 0%

Other 0%

47



Areyou planninga change in headcount inyour
Procurement Services Delivery pillar over the next

12 months?

Yes, we plan an increase in
Headcount

Yes, we plan a decrease in
Headcount

No, we plan to stay the
same

Not decided yet

4%

29%

42%

25%

-

Whatare the biggest challenges in your
Procurement Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation
and optimisation

Talent management and
skills gaps

Customer experience and
service quality

Governance and
compliance

Other

pwc
54%
17%
63%
8%
17%
33%

4%

48
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Customer Services
% of centres delivering a given service line

EN—— e

Customer Retention _ 79%

Complaints and Returns Management _ 68%
Sales & Marketing _ 53%

me 2 .



Service Delivery Lines
Level of concentration

Complaints and Returns 4.3
Management

Where:

0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd
party provider for the service

3-5 - Transition and consolidation of some processes

5-9 - Considerable to full migration of all processes.

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

Customer Services Desk

6.9

2.6

Sales & Marketing

5.4

pwc

Customer Retention

51
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Customer Service
% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 52



pwe
Isthe role of the Global ProcessOwner located within your Customer Services
Delivery pillar?

Yes, we have a Global Process Owner located in

o
our centre 32%

Yes, partially 32%

. b (o)
No, but there is a transfer plan in place 0%

No, it is not planned at the moment 36%

53



Doyou have a Centre of Excellence inyour

Customer Services Delivery pillar?

Yes

pwc
What is the primaryrole of the Centre of
Excellence in your Customer Services Delivery
pillar?
Provide expert level support in o
functional areas _ 67%
Share expertise and improve o
global operations 78%
Standardise and optimise 78%
0

processes

Drive innovation and

0
automation 0%
Talent development 0%
Other 0%

54



Areyou planninga change in headcount inyour
Customer Services Delivery pillar over the next 12

mMonths?

Yes, we plan an increase in
Headcount

Yes, we plan a decrease in
Headcount

No, we plan to stay the
same

Not decided yet

42%

5%

42%

%

Whatare the biggest challenges in your

Customer Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation
and optimisation

Talent management and
skills gaps

Customer experience and
service quality

Governance and
compliance

Other

26%

32%

32%

32%

16%

16%

pwc

68%

55



ASPIRE & pwc
PROCESS TRACKER

Financial
Services



Financial Services
% of centres delivering a given service line
Banking Operations (transactional)
Compliance including KYC and AML
Regulatory Reporting for financial services

Valuations

Product Control & profitability reporting for financial...

Financial Products/Solutions development and...

Market Risk Analysis and Management
Credit Risk Analysis and Management
Derivatives

Fund Management and Accounting

Investment Management Services

2024

%
35%
47 %
29%
29%
35%
53%
29%
53%
29%

88%

pwc

57



Service Delivery Lines
Level of concentration

Where:
0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd

party provider for the service
3-5 - Transition and consolidation of some processes
5-9 - Considerable to full migration of all processes.

Compliance including KYC
and AML

Financial
Products/Solutions
development and

management 14

Investment Management
Services 14

Regulatory Reporting for
financial services 4.1

Product Control & 31
profitability reporting for
financial services
16

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

Market Risk Analysis and
Management

3.9

6.3 Banking Operations
(transactional)

pwc

Fund Management and

4.3 Accounting

4.3 Valuations

4 Derivatives

2.6 Credit Risk Analysis and
Management

58



pwe
Financial Services
% of capacity release last financial year per date of centre establishment

45%

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 59



pwc
Isthe role of the Global ProcessOwner located within your Financial

Services Delivery pillar?

Yes, we have a Global Process Owner located in
our centre

10%

Yes, partially 30%

No, but there is a transfer plan in place 10%

No, it is not planned at the moment 50%

60



Doyou have a Centre of Excellence inyour

Financial Services Delivery pillar?

Yes

pwec
What is the primaryrole of the Centre of
Excellence in your Financial Services Delivery
pillar?

Provide expert level
. p [ - 67%
support in functional areas
Share expertise and
i p . - 67%
improve global operations

Standardise and optimise
processes

100%

Drive mnova‘qon and 0%
automation

Talent development 0%

Other 0%

61
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pwec
Areyou planninga change in headcount inyour Whatare the biggest challenges in your
Financial Services Delivery pillar over the next 12 Financial Services Delivery pillar?
months?

Digital Transformation and _ 80%
Technology Integration
Talent attraction - 2%
Process standardisation .
10% and optimisation _ 60%

Talent management and . 10%

Yes, we plan an increase in

(o)
Headcount 30%

Yes, we plan a decrease in
Headcount

skills gaps
No, we plan to stay the 30% Customer experience and . 10%
Zeliae service quality 2
Governance and o
compliance . 10%
Not decided yet 30%

Other . 10%

62
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Sales & Marketing

% of centres delivering a given service line

Campaighs Management
Marketing Knowledge Management
Sales Support

Sales Management

Product Lifecycle Management

me 2

e
67%

pwc

64
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Service Delivery Lines

Level of concentration

Sales Management

2.1
3.6
Campaigns Management 3 sales Support
Where:
0 - Service not provided
1-2 - Service provided to a very limited extent or only oversight of a 3rd
party provider for the service Marketing Knowledge Product Lifecycle
3-5 - Transition and consolidation of some processes
5-9 - Considerable to full migration of all processes. Management 3.7 11 Management

10 - Full ownership of the function (including management of any 3rd party
outsourced functions and development of new processes and services)

65
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Sales & Marketing

% of capacity release last financial year per date of centre establishment

P

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 66



pwec
Isthe role of the Global ProcessOwner located within your Sales
& Marketing ServicesDelivery pillar?

Yes, we have a Global Process Owner located in
our centre

0%

Yes, partially

No, but there is a transfer plan in place 0%

67



Areyou planninga change in
headcount inyourSales&
Marketing Services Delivery pillar
over the next 12 months?

Yes, we plan an
increase in
Headcount

22%

Yes, we plan a
decrease in 0%
Headcount

No, we plan to stay
the same

33%

Not decided yet 4 4%

i

pwec
Whatarethe biggest challenges Doyouhave a Centre

in your Sales & Marketing Services of Excellence inyourSales
Delivery pillar? & Marketing Services

Delivery pillar?

Digital Transformation
and Technology
Integration

56%

Talent attraction

33%

Process standardisation
and optimisation

44%

Talent management and
skills gaps

22%

Customer experience
and service quality

Governance and
"

compliance

33%

Other 0%

68
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pwe
Controlling
% of centres delivering a given service line

Budgeting and Forecasting 95%
Sales Controlling 47%
Non-production Controlling 74%
Production Controlling 53%
Controlling Master Data 89%

2024 70



pwe
Service Delivery Lines

Level of concentration

Production Controlling
2.2

6.6
Budgeting and Forecasting 3.1 Sales Controlling

Where:

0 - Service not provided

1-2 - Service provided to a very limited extent or only oversight of a 3rd H H .
ke provide‘:fortheservice H et Controlling Master Data 5.5 5.0 Non-production Controlling
3-5 - Transition and consolidation of some processes

5-9 - Considerable to full migration of all processes.

10 - Full ownership of the function (including management of any 3rd party

outsourced functions and development of new processes and services)

71
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Controlling
% of capacity release last financial year per date of centre establishment

Pre 2006 20072010 M 2011-2014 W 20152018 [ 2019-2022 W 2023-2024 72



pwc
Isthe role of the Global ProcessOwner located within your Controlling
Services Delivery pillar?

Yes, we have a Global Process Owner located in

our centre L

Yes, partially 26%

No, but there is a transfer plan in place
P P 0%

No, it is not planned at the moment 63%

73
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pwc
Doyou have a Centre of Excellence inyour What is the primaryrole of the Centre of
Controlling Services Delivery pillar? Excellence in your Controlling Services Delivery
pillar?
Provide expert level o
support in functional areas 100%
_ Share expertise anc_j 759%
improve global operations
Standardise and optimise _ o
processes 100%
Drive innovation and 0%

automation

Talent development 0%

Other . 25%

74



Areyou planninga change in headcount inyour
Controlling Services Delivery pillar over the next 12

mMonths?

Yes, we plan an increase in
Headcount

Yes, we plan a decrease in
Headcount

No, we plan to stay the same

Not decided yet

0%

21%

26%

i
pwc

Whatare the biggest challenges in your
Controlling Services Delivery pillar?

Digital Transformation and
Technology Integration

Talent attraction

Process standardisation and
optimisation

Talent management and skills

9aps

Customer experience and
service quality

Governance and compliance

Other

74%

21%

58%

%

0%

37%

%

75



Thank you
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