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Abstract— Talent attraction is identified by industry-wide studies as a top priority for the Shared Service Centers (SSCs) 
between 2015–2020. Due to the market dynamics and the structure of the labour force, the shared service industries in Eastern and 
Central Europe strive for qualified graduates with appropriate and unique skills. The inbuilt interest and course prescriptions 
undertaken by the prospective job seekers determine whether SSCs will eventually admit such professionals. This paper assesses 
students’ overall perceptions of careers in the shared services industry and further diagnoses gender impact on the job preferences 
through the survey method. The questionnaires were distributed among university students in the Czech Republic via an online 
mode. The respondents vary by study year, gender, age, course of study, and work preferences. A total of 1,283 student responses 
have been collected and analyzed using Stata data analytics software. It was discovered that over 70% of the respondents who are 
aware of SSCs are quite ignorant of the job opportunities offered by the centers. While the majority of the respondents are 
interested in support positions (e.g. procurement specialist, planning specialist, human resource specialist, process improvement 
specialist, payroll specialist, etc.), around a third of the respondents will decline a job offer from the SSCs. The analysis also 
revealed that males are more likely than females to seek careers in international companies, hence, they tend to be more favorable 
towards the shared service jobs. Females, however, have stronger preferences towards the marketing and PR positions. The 
research results provide insights into the job aspirations of the interviewed students. The findings provide a huge resource for 
recruitment agencies and the shared service industries to renew and redirect their search for talents. Because a great portion of the 
respondents are planning to start their career within 6-12 months, the research provides important highlights for the talent 
attraction and recruitment strategies in the industry and provides a curriculum direction in academia. 
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1. INTRODUCTION

Shared Service Centers (SSCs) along with the business process outsourcing (BPO) have recently experienced remarkable 
growth in Central and Eastern Europe (CEE). Shared service centers are organizational arrangements for service delivery [1]. 
In 1993, Robert Gunn considered shared services as a new management philosophy of decentralization and low-level hierarchy 
[10, 15]. Ulrich (1995) believed that shared services push the company towards a reset or the merging of independent services 
that were previously provided by multiple entitities [4].  

Hundreds of top multinational companies have established centers in Hungary, Poland, Slovakia, and the Czech Republic. 
These countries attract investors by their convenient location, affordable office spaces, and low-cost educated workforce [2, 3]. 
According to the Gartner's “30 Leading Locations for Offshore Services” report, almost a third of the global top desitnations 
for business process outsourcing and shared service centers establishment is located in the CEE region [6]. In a report by 
Tholons, the majority of CEE locations are ranked within the first 50 positions, with only Wroclaw in Poland being ranked 
62nd. The most promising destinations in CEE are Krakow, Poland (9th position), Prague, Czech Republic (15th), and 
Budapest, Hungary (25th) [14]. 

In the shared services industry, a highly skilled workforce is a key differentiator, and Czechs are one of the largest and 
most capable populations of service professionals in the region. The survey, conducted by PwC, reveals that CEE has the 
highest cost savings achieved globally, with the Czech Republic centers reporting an average of 32 % savings on operating 
costs delivered [8]. At the same time, service levels in the Czech centers were rated as highly as in Western European ones and 
significantly higher than in other parts of the world [8].  

This work was supported by the Internal Grant Agency of TBU under the project No. IGA/FaME/2015/023 and IGA/FaME/2014/007 as 
well as by the Visegrad Fund grant No. 51500173.  
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This paper presents results of the survey conducted among Czech students during May – August 2015. The goal of the 
survey was to assess their perceptions (positive or negative) of careers in the business services industry, and provide insights 
for recruitment professionals on the strategies for talent attraction. The gender preferences towards employment were also 
analyzed. The target audience for the research was selected due to the fact that students represent a large pool for the SSC’s 
hiring activities. The paper provides insights on the Czech labour market that are highly applicable in practice.  

2. OVERVIEW OF THE CURRENT STATE OF THE SHARED SERVICES TALENT MARKET IN THE CZECH REPUBLIC

The increase in attractiveness  of the CEE region leads to an increase in the number of the SSCs, and, hence, stimulates 
competition for talent. Additionally, many investors expand their current operations. While the average center in CEE employs 
around 300 people, big investors such as IBM and HP have created  mega-centers employing upwards of 3,000 staff [11]. A 
recent McKinsey report shows that the business services in CEE continue to grow at an average of 30% per year, adding 
approximately 100,000 new jobs to the region annually [5]. A number of  multinational companies, including Johnson  
&Johnson, Amazon, SAP, UniCredit Bank, and many others have established their centers in the Czech Republic [7, 9]. The 
SSCs industry growth rate in the Czech Republic at the moment is even higher than in India, which has a long history of 
business process outosurcing, and it is mainly contributed by the expansion of the existing centers, with only 10% by new 
center arrivals into the region [11].  

The booming nature of the industry creates serious challenges in attracting and retaining qualified employees for the human 
resource practitioners. According to a recent report by the Shared Services and Outsourcing Network (SSON), “evolving talent 
and skill sets” is named as one of the top five mega-trends in the CEE shared services industry [13]. Shared service centers are 
struggling to attract candidates with the relevant functional expertise and leadership skills to drive the growth of SSCs [12]. 
Almost 2/3 of the industry employees have university degrees or above (e.g., post graduate studies, professional certifications 
like ACCA, CIMA, MBA etc.). The Association of Business Service Leaders in the Czech Republic (ABSL) estimated that in 
2014 over 55,000 people worked in  business services in the Czech Republic [8]. Among those employed by the SSCs were 
many people combining their services careers with  university studies. In order to approach prospective candidates early on, 
many companies, including IBM, SAP, and Accenture, establish cooperation between universities and shared service centers 
[8].  

Young people represent the main talent pool and the main workforce in the shared service centers in CEE as well as in the 
Czech Republic. There is no great age difference at the centers: “young people lead young people” [12]. Therefore, with a 
growing interest of investors in the region, attracting students to business services jobs became one of the main challenges for 
the industry. In order to address this challenge, it is important to understand if shared services jobs are perceived as attractive 
by students and if they would accept a job offer in the industry, if there is any preference towards the SSC jobs among females 
or males, and whether gender impacts the preference towards the future work place. Understanding students’ perceptions and 
aspirations is essential for recruitment and retaining strategies deployed by the business service centers.  

3. METHODOLOGY OF THE RESEARCH

The study collected data from students in the Czech Republic. The questionnaire was developed with both closed and open-
ended responses. It was developed using Google forms and administered online during May – August 2015. The respondents 
represented students of all grades as well as of different study programs. To achieve a larger response rate, the questionnaire 
was offered in both English and Czech languages to make it easier for non-Czech speakers to comfortably respond to the 
survey. Responses in the Czech language were then translated into English and merged with the responses in English. The data 
was cleaned for consistency as well as for removing repetitions and empty spaces. Using the Stata statistical analytical tool, the 
data was analyzed to produce results based on the following objectives and hypotheses. 

As objectives, the paper sets out to 

1. Assess awareness of the shared service centers among students in the Czech Republic and their readiness to start
careers in the SSCs.

2. Compare awareness about shared service centers and call centers among students in the Czech Republic.

3. Assess gender differences in the preferences for qualities of  employers and positions, and the preferable sector to
work in.

4. Assess how students plan their job search activities: how early they start the job search to identify their
prospective employers.

To consolidate the findings and carve a generalization based on the findings, the following hypotheses are tested: 

• Students who are aware of call centers have some knowledge about Shared Service Centers.

• Gender has an influence in the choice of type of the future place of work for students.
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• Females are more inclined to work in SSCs than males. 

4. ANALYSIS OF THE RESULTS 
The results were analyzed based on the objectives and hypotheses of the paper. Analysis of the profile of the respondents 

was carried out to ascertain the various distributive responses. A total of 1,283 students from universities in the Czech 
Republic responded to the questionnaire. Using the Stata data analytical tool, normal distributive data analysis, symmetrical 
measures and Pearson chi-square measures were used to arrive at the results that are described below. 

A. Analysis of the Profile of the Respondents and Their Awareness in the SSCs  
A greater percentage (64.2) of bachelor students responded to the questionnaire out of total of 1,283 respondents as 

indicated in Table I below. The greater number of bachelor respondents may be due to interest expressed by the individuals 
in the research subject matter, especially since bachelor students are yet to grasp their work interest. Over 66% of the 
respondents are between 20-25 years old as seen in Table II. This is a prime age for higher education, and the age when the 
majority of people express interest in work and academics. Figure 1 below presents that more females (668) responded 
to the questionnaire than males (615).  

TABLE I.  RESPONDENTS BY EDUCATIONAL LEVEL 

Educational level Frequency 

Bachelor 824 

Master  148 

Doctoral 311 

Total 1283 

 

TABLE II.   RESPONDENTS BY AGE 

Age group Percent  

Under 20 years old 10.8 

20 - 25 years 66.8 

25 - 30 years   14.6 

More than 30 years 7.7 

Total 100.0 

 

 
Fig. 1: Gender presentation 

In the course of working towards the first objective of the research (to assess awareness of the respondents in the SSCs), it 
was discovered that 710 respondents are aware of the SSCs, while 573 are not. Invariably, only 51 respondents are not aware 
of the call centers, while a huge response rate of 1,232 are of those that know about the call centers. To address research 
question 2, a crosstabulation was carried out as seen in Table III to ascertain and assess knowledge of the respondents of both 
call centers and shared service centers. It was discovered  that 51 respondents are not aware of both call centers and SSCs, 
while 710 are aware of both. It is, therefore, conclusive from the results that the respondents who have no knowledge of the 
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call centers definitely have no knowledge of the SSCs. Also, based on the responses analyzed, anyone who has knowledge of 
the SSCs automatically has some knowledge of the call centers. 

TABLE III.  COMPARISON OF RESPONDENTS’ KNOWLEDGE OF CALL CENTERS AND SSCS 

Do you know what a 
call center is?  

Do you know what is a shared service center or 
business service center?  

No Yes Total 

No 51 0 51 

Yes 552 710 1232 

Total 573 710 1283 

 
Although 710 respondents have some knowledge of the SSCs, a test to elicit their knowledge on the types of jobs offered 

by these SSCs suggested that just a little above 50% of the 710 respondents have knowledge in that. When all respondents 
were tested on their knowledge based on the jobs offered by SSCs (since one might have come across jobs offered by SSCs, 
although such a respondent might not have full knowledge of SSCs, and did not realize the position was offered by the center), 
a meager number of 379 responded in the affirmative as indicated in Figure 2 below.  

 

 
Fig. 2: Knowledge of jobs offered by the SSCs 

B. Assessment of the Gender Preferences for Jobs in the Shared Services    
Preference in the jobs almost always differs based on the gender of the person seeking the job. To assess gender 

preferences for the SSC jobs, Table IV indicates based on the data analyzed the type of work places that males and females 
prefer to work in.More respondents prefer to work with international companies as compared to other types of the 
organisations. Out of this number, more males than females prefer a career in an international company. A greater number of 
females prefer local businesses, while males are better off having their own start-ups. Surprisingly, no female wishes to work 
in an organization with a clear vision and outreach. 

TABLE IV.  GENDER PREFERENCES FOR THE SHARED SERVICES JOBS 

Gender 

What company would you like to work for?  

International 
company 

Local 
Business Own business Public sector Start-up Already 

working 

Organization 
with a clear 
vision and 
outreach 

Male 456 63 74 0 16 0 6 

Female 328 230 87 18 0 5 0 

Total 784 293 161 18 16 5 0 

 
To test the association between gender and the company of choice, the symmetric measures were adapted using  the Phi 

and Cramer’s V tests. As seen in Table V, a Phi of 0.353 indicates that there is a very strong association between gender and 
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the company that the respondents intend to work for. Based on the results in Table IV, the association can further be 
established that males likely prefer international companies to local businesses. 

TABLE V.  SYMMETRIC MEASURES ON GENDER AND CHOICE OF COMPANY 

 
Measure  Value Approx. Sig.  

Nominal by Nominal Phi 565 44.0 

Cramer’s V 284 22.1 

N of Valid Cases  222 17.3 

C. Assessment of the Readiness to Work 
The readiness to work is associated with students’ willingness to start working on a full-time basis, and whether the person 

has done research on the companies available and has come up with a list of the target companies they  would like to work for. 
Although, the majority (64.6%) of the respondents have not done any survey on companies in the Czech Republic as indicated 
in Table VII, 44 percent of them would like to start working in the next 6-12 months based on the results in Table VI. It is quite 
interesting that 16.5% of respondents are not sure of when they would like to start working. With those who are aware of their 
period of interest to start working, a greater number of them have targeted companies in mind. 

TABLE VI.  WHEN WOULD YOU LIKE TO START WORKING FULL-TIME? 

Response  Percent 

in the next 6 -12 months 44.0 

in the next 2 years 22.1 

in the next 3-4 years 17.3 

Not sure 16.5 

Total 100.0 

TABLE VII.  HAVE YOU DONE ANY RESEARCH ON THE COMPANIES IN THE CZECH REPUBLIC ? 

Response  Percent 

No 64.6 

Yes 35.4 

Total 100.0 

 
On the interest in support positions, more respondents were interested in process improvement specialist positions as 

compared to other specialist positions as seen in Figure 3 below. Over 32% of the respondents indicated no interest in jobs that 
have to do with support positions. The number that responded neutral to the job positions was also quite great as seen in the 
figure below, while fewer respondents (69) are very interested in the payment processing specialist positions. 
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Fig. 3: Level of interest in support positions 

D. Testing of Hypotheses  
 

The hypotheses were analyzed using a significant value of 95% (0.05 significance level). The Pearson Chi-Square test was 
used, since the number of observations are more than 500. 

Hypothesis 1:  Students who are aware of call centers have certain knowledge about Shared Service Centers. 

The pearson chi-square test statistic in Table VIII produced 0.00 less than the significant value of 0.05. It could therefore be 
concluded that not all students who are aware of call centers have some knowledge about SSCs.  The tests conducted and 
presented in Table VIII, confirm the test hypothesis in Table I above.  

TABLE VIII.  CHI-SQUARE TESTS ON HYPOTHESIS 1 

Measure  Value df Asymp. Sig.  (2-sided) Exact Sig. (2-sided) Exact Sig. (1-sided) 

Pearson Chi-Square 65.810a 1 0.000 - - 

Continuity Correctionb
 63.499 1 0.000 - - 

Likelihood Ratio 84.845 1 0.000 - - 

Fisher's Exact Test -  - 0.000 0.000 

N of Valid Cases 1283  - - - 

 
Hypothesis 2: Gender has no influence in the choice of work of students. 

A test statistic of 0.00, less than the significant value of 0.05 indicates that there is a relationship between gender and 
choice of work. Based on the results in Table IX that confirm results in Tables IV and V, the alternative hypothesis is hence 
accepted, while the null hypothesis is refused to be accepted. 

TABLE IX.  CHI-SQUARE TESTS ON HYPOTHESIS 2 

Measure  Value df Asymp. Sig.  (2-sided) 

Pearson Chi-Square 160.216a 6 0.000 

Likelihood Ratio 183.390 6 0.000 

N of Valid Cases 1283 - - 

 
Hypothesis 3: Females are more inclined to work for SSCs than males. 

For the research it was suggested that females prefer to work in  SSCs as compared to males. However, and interestingly, 
the survey revealed that males prefer to work for SSCs more than females. Since the majority of the SSCs are international 

Interested	 Neutral	 Not	interested	 Very	interested	
Payment	processing	specialist	 339	 344	 531	 69	

Accoun=ng	Specialist	 277	 279	 478	 249	

Process	improvement	specialist	 359	 262	 405	 257	
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companies and more males prefer to work in international companies (Table IV), this conclusion can be drawn. To affirm this 
conclusion, the test statistic in the Pearson chi-square result of 0.001 in Table X is less than the significant value of 0.05. 
Hence, the hypothesis is rejected and the alternative accepted, that males are more inclined to work with SSCs in the Czech 
Republic.  

TABLE X.  CHI-SQUARE TESTS ON HYPOTHESIS 3 

Measure  Value df Asymp. Sig.  (2-sided) Exact Sig. (2-sided) Exact Sig. (1-sided) 

Pearson Chi-Square 11.206a 1 0.001 0.001 0.001 

Continuity Correctionb
 10.799 1 0.001 - - 

Likelihood Ratio 11.209 1 0.001 0.001 0.001 

Fisher's Exact Test - - - 0.001 0.001 

N of Valid Cases 1283 - - - - 
a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 181.67 
b. computed only for a 2*2 table  

                                                                          

5. DISCUSSION OF FINDINGS 
Based on the results analyzed above, the following findings have been crystalized below. The findings are structured 

according to the objectives and hypotheses proffered for this paper. These findings will have an influence on the job search 
in the SSCs, influence academic institutions in their choice of programmes and content of academic work, and build the 
perceptions of potential employees on the job market in industry.  

1. Out of the 1,283 respondents, only 55.3% know of shared service centers compared to 96% that are aware 
of call centers. When tested as to whether the respondents who are aware of call centers are automatically 
aware of shared service centers, the Pearson Chi- Square and Fisher’s Exact test yielded a test statistic 
value of 0.00, less than the significance level of 0.05, holding that all respondents who know of call 
centers are aware of shared service centers as in the null hypothesis. This finding becomes authentic since 
most respondents who interact or have ever heard of shared service centers have an idea of call centers 
according to Cooke (2006). 

2. Although most respondents are aware of shared service centers, 70.5% are ignorant of the job 
opportunities offered by these centers. While most respondents are interested in working as procurement 
specialist, planning specialist, human resource specialist, process improvement specialist and payroll 
specialist, a great number of them (32.8%) are ready to change their decision if the vacancy is offered in 
the business service center of the company. Over 39% of the respondents are not sure of their decision. 
The inability of HR directors in Shared Service Centers to project career opportunities in SSCs affirm this 
finding (Cooke, 2006). 

3. More males are interested in working for international companies while the females are more interested in 
working for local businesses and setting up their own businesses. With a Phi of 0.353, it indicates a very 
strong association between gender and choice of the company to work in; hence, can be concluded, that 
males are more likely to look for the international employment while females will settle for the local 
businesses. The earlier obsession for SSC jobs was due to the non-core activities SSC jobs. The risen 
interest is due to current professional functions as finance, HR, IT and among others introduce in SSC 
jobs (Rothwell et al, 2011). 

4. Both males and females expressed interest in jobs in accounting and finance, innovation management, 
operations, sales business development, and research and development. However, more female 
respondents are interested in marketing and PR jobs and other support functions than males. More males 
are interested in information system and engineering jobs as compared to the female respondents. 
According to Friga et al (2003), the changes in business landscapes result in this interest.  

5. More students plan to fully work in the next 6-12 months while 16.5% of the respondents are not sure of 
the time to go into full employment. 
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6. Not much research has been done on the companies in the Czech Republic where the respondents intend 
to work, based on the responses. However, the respondents were split, when they were asked whether 
they have a target company to work with.  

 

6. CONCLUSIONS 
The shared service centers industry, while being a large and growing employer in the Central and Eastern European 

region, faces serious challenges in attracting and retaining qualified employees. Students and recent graduates represent an 
important resource for hiring activities of the shared service centers. This paper identifies the overall awareness of Czech 
students about shared service centers, opportunities offered by centers, their willingness to work in the business services, as 
well as the impact of gender on those choices.  

Based on the analysis of 1,283 responses collected by use of a questionnaire in online form, a number of important 
findings were developed that are key resources for the development by human resource professionals in the industry. 
According to the collected data, over 70% of those aware of the opportunities offered by the centers would not accept a job 
offer from the SSC. The findings also realized that the majority of the male students would like to work in international 
companies. The SSCs could therefore attract students through positioning themselves as companies that offer an 
international working environment and opportunities for international career growth.  

Gender preferences, discussed in the paper, are also an important tool for shaping promotion campaigns and targeting 
prospective candidates. According to the data, males tend to be more favorable towards the positions in the shared service 
centers. Also, the fact that the majority of the respondents planned to join the workforce in the next 6-12 months, provides a 
possible time frame for scheduling recruitment activities for the shared service centers.  

The results of the survey provide directions for further research in academia. To drive this topic forward, the 
assessment of the factors that influence students’ preferences towards certain types of companies is important. For planning 
of recruitment activities in the shared service centers, it is necessary to test what features can attract students and recent 
graduates to the careers in the centers, and whether it is reasonable to develop different promotion strategies and benefit 
packages to attract male and female candidates.  
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