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foreword

Dear Readers,

Last year’s 10th anniversary of the founding of ABSL 
and its research activity for the business services sector 
inspired us to step up our efforts to provide you with 
even more extensive and comprehensive information 
about our sector. The ABSL Strategic Board (the 2020-
2022 term) expressed its complete support for the 
new directions of growth for ABSL research, in order 
to enable increasingly effective promotion of the sector 
in Poland and abroad. 

Therefore, it gives us even greater satisfaction to provide 
you with this new iteration of the report. It contains 
additional and, in our view, compelling aspects that point 
to even greater ties between the sector and the Polish 
economy. It is worth noting that: 

 » we were first to attempt an assessment of the 
sector’s role in trade in commercial services in Poland,

 » we looked at the rate of growth of employment in the 
sector categorized by the year operations commenced,

 » we researched the cities, highlighting those 
where the business services sector has become 
a key local industry,

 » in the IT sphere, the programming languages used 
with respect to technologies prevailing at the services 
centers researched by ABSL proved to be relevant.

On behalf of the entire ABSL research team, I would 
like to thank the sector leaders who, as part of our 
new format – an annual foresight study – shared 
with us their practical insights and thoughts about 
the future and direction of the business services sector 
in Poland. This year’s report provides an overview of the 
panel discussion, and a more detailed report will soon 
be available on www.absl.pl.

We trust that you find this report useful and, 
as always, we encourage you to contact and work with 
ABSL’s research team.

Wojciech Popławski 
Vice President, ABSL 
Managing Director, 
Accenture Operations

https://absl.pl/en
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The business services sector is one of the most 
important and dynamically developing elements 
of the Polish economy. Changes in the sector are in 
line with the growing importance of services to the 
overall economy. Services are becoming the de facto 
driving force of the economy, and this is having 
an increasing impact on the image of the sector. 
Services also constitute one of the pillars of the 
economy’s international competitiveness. In the 
context of the need for transformations in line with 
the paradigms of Industry 4.0, the role of this sector 
is already significant, and may grow further.

In 2008, 50,000 people were employed in the business 
services sector in Poland. At the end of Q1 2020, that 
figure was 338,000 people in more than 1,500 centers 
(5.2% of those employed in business). Taking 
account of multiplier effects, the sector generates 
608,000 jobs. And, according to the latest ABSL 
estimates, it accounts for 3,0-3,5% of Poland’s GDP. 

The overall value of business services sector exports 
was estimated as USD 19.8 billion at the end of 2019. 
No less than 70% of this value accounts for the 
centers analyzed in this report. The value of exports 
exceeds the value of imports by USD 8 billion. This 
surplus first appeared in 2008 and has grown steadily. 
The CAGR for export exchange in the years 2005-
2019 achieved an impressive level of 20.9% (twice 
that of the commercial services sector overall), 
and the sector’s share in exports of commercial 
services went up from 7.7% to 27.5%.

In the past two years, the number of entities 
entering the sector has declined, and the employ-
ment growth rate has slowed down. The sector 
is entering a phase of mature development char-
acterized by a consolidation of activities. 

Previously, most growth was based on the entry 
and activity of foreign capital. 95 investors from 
the Fortune Global 500 list are now active in the 
Polish business services sector – these are key global 
players in the services sector. Foreign capital 

generates 82% of jobs in 970 centers established 
by investors from 43 different countries. Of particular 
importance is American capital (300 centers 
and more than a 20% share of employment).

Foreign capital continues to prefer the main business 
locations in Poland (Tier 1 and Tier 2 cities), reinvesting 
over time in smaller locations. Yet, over the past 
two years, there has been a clear increase in the impor-
tance of Polish investors. They are willingly opening 
centers in Tier 3 and Tier 4 locations, as well as in 
mid-sized towns, contributing to a gradual transforma-
tion of local economies (outside the main metropolises). 

This increase in the significance of Polish busi-
nesses is particularly due to the IT sector, which 
generates more jobs than other subsectors. 
In general, though, the effectiveness of foreign 
capital in creating new jobs is significantly higher.

In addition to this quantitative growth, the business 
services sector is changing considerably in terms 
of quality. There is a definite trend towards more 
comprehensive processes (a shift from back-office 
to middle-office services), which generates more 
added value. This process requires more and more 
well-educated and experienced personnel, which 
implies searching for employees with higher and newer 
competences and qualifications (‘skills of the future’).

One of the sector’s distinguishing features is its 
multinational character – centers in Poland employ 
people from 65 different states, and 12% of those 
working in the sector are foreigners. The sector 
provides services in 38 different languages. 

It is also undergoing a digital transformation. 
The majority of entities declare introduction 
of intelligent process automation, while the use 
of robots and artificial intelligence is also on the rise. 
Employees replaced by IPA can be reassigned to more 
complex tasks, and the effectiveness of their work 
can increase under the paradigm of hybrid work.

executive suMMary
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A fundamental challenge for the sector is to shift from 
the role of an imitator and follower to that of an innovator 
and creator of trends on a global scale, which means 
there is a need for a significant change in mentality 
and for a broadening of decision-making competences.

Though the changes to date have been positive, 
the sector is still faced with serious challenges brought 
about by the dynamically changing macro-environment 
(which we cover in detail in the section on global trends 
and in the summary of the foresight survey conducted).

At the same time, the sector remains quite sensitive 
to strong macroeconomic shocks and the global 
economic situation. In this context, the current 
pandemic and the biggest global economic downturn 
since the Second World War certainly pose a serious 
challenge for the sector – as well as an opportunity. 

The results of the ABSL survey, foresight 
and in-depth interviews conducted with leaders 
of the sector in Poland give reason for optimism. 
The sector is highly resistant to shocks, very flex-
ible and adaptable, and is able to react to changes 
quickly. The current crisis has proved to be a driver 
of change, for example by accelerating the digital 
transformation. A massive shift towards remote 
working – which at the beginning of the year seemed 
impossible – was implemented in two weeks. Business 
continuation plans were also implemented effectively.

Of course, the mid – and long-term effects of the crisis 
are difficult to foresee now. It is likely, however, they 
will cause a modification of business strategies and of 
how the work at business services centers is organized.

We believe that, paradoxically, Poland (and all of Central 
and Eastern Europe) may benefit from the crisis. Most 
factors suggest that certain existing business processes 
should already be relocated to Poland, and that 
new investments planned but not yet implemented 
be started up or moved here. This is a consequence 
of reshoring and of the increasing importance 
of nearshoring. We predict that, despite the crisis, 
employment in the sector in the coming year will grow 
by about 7%. Compared with other countries in the 

CEE region, one of Poland’s strengths is its rapidly  
developing office premises market. The total amount 
of office space available in the country is estimated at  
11 million square metres, which makes Poland the leader 
among Central and Eastern European countries.

Given the changes in Poland’s comparative advantages, 
particularly its declining cost advantage resulting from 
differences in wage levels, the development of the 
business services sector should not be seen only 
in terms of the labour market. The qualitative changes 
mentioned above are crucial; these include growth in the 
level of advanced processes provided and the creation 
of jobs (including hybrid jobs) that require higher-level 
skills. The jobs coming up in the sector are not only 
modern, but also attractive for employees because 
of their competitive pay vs other sectors of the economy 
and the number of non-monetary benefits they provide. 

This edition of the ABSL report differs considerably 
from those of previous years. It is based on a unique, 
systematically updated database of business services 
centers in Poland, the results of a survey conducted 
among sector leaders in January-February 2020, 
and, for the first time, a foresight survey conducted 
by ABSL at the beginning of March among sector 
leaders. Compared with previous years, there 
has been an increase in the number of respondents 
(229 businesses) and, therefore, an increase in the 
reliability of the results obtained (the survey respondents 
are responsible for 56% of employment in the sector).

This year’s report devotes more attention to the role 
of the sector in the Polish economy by including 
the share in trade with commercial services; puts more 
emphasis on identifying changes, including within 
the scope of local specializations; has an expanded 
assessment of the factors affecting the attractiveness 
of locations; and features a larger section on intelligent 
process automation and the use of programming 
languages and information technology in centers. 
Additionally, there is a broader, deeper analysis of plans 
for the future, and an evaluation of what factors deter-
mine changes and an organization’s resilience to shocks.
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gloBal trends
The business services sector generates a whole 
series of benefits that translate into greater prof-
itability and revenue growth among clients. This 
gives them greater control, flexibility, allows 
to standardize processes, improve quality, optimize 
time and costs, facilitate the scaling of activities, 
and take advantage of competences related 
to data analysis and process automation.

According to Grand View Research (February 2020), 
the size of the global BPO market to 2027 will attain 
a value of US 405.6 billion, with average annual growth 
of 8.0%. The current economic disruptions brought on by 
the COVID-19 pandemic will likely verify that forecast.

In recent years, the way in which the business services 
sector functions has changed significantly. Growing 
out of relatively simple contact centers, it now offers 
a variety of services from back, middle and front 
office to customer service quality improvement. 
At the same time, how outsourcing is perceived 
is changing; the initial negative associations about 
the purpose and nature of the work have disappeared. 

Companies in the sector largely base their work on data. 
The trend is obvious: more data and more types of data 
from various sources, including from social media. 
The key to improving quality and building up a competi-
tive advantage in the sector will be to gather, understand, 
process and precisely analyse data faster and faster. 
At the same time, the importance of prediction skills 
is growing. Big data solutions are now standard. By using 
better quality data and analyzing it on a mass scale 
(very big data), organizations will be able to predict 
customer behavior and offer better technical assistance 
and recommendations adapted to their particular needs.

The main benefit of the outsourcing model will continue 
to be cost reductions. In the future, however, this will 
no longer be the deciding factor in a client’s choice of a 
service provider. Clients will expect services of better 
and better quality that generate greater added value.

 

Few companies will be able to guarantee on their 
own that they have all the knowledge and technical 
and professional skills they need to conduct their 
business activities. They will gladly outsource their 
services to many suppliers, and will be looking 
for partners that have more specialized knowledge 
in particular fields (providers will become more 
specialized). The world of outsourcing (espe-
cially in IT) will head towards narrower ranges 
of specialization, more intensive cooperation with 
the business environment, and greater flexibility.

Along with increased competition on the market, 
retaining existing clients and looking for new ones 
will take on key importance. It will be indispensable 
to offer qualitatively better solutions in parallel 
on a number of platforms (multi-channelling). 
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New business models are springing up, 
and will continue to do so. One of the main trends 
will be to offer tailored outsourcing, non-stan-
dard solutions adapted to a client’s needs.

Significant investments will be made in IPA, including 
robotic process automation (RPA) and artificial 
intelligence (AI). This will translate into a bigger need 
for professional data analysts, big data analysts 
and experts in AI. Without AI solutions, businesses 
will not be able to effectively process and analyze 
the constantly growing stream of data of various 
types amassed in all possible channels.

The global opportunities for finding cheaper locations 
are slowly becoming exhausted, and new location 
factors are becoming increasingly important. The scope 
of automation of basic tasks will grow, which will 
provide a partial solution to the problem of increasing 
labour costs. Junior positions are more and more 
often being replaced with RPA solutions. At higher 
positions, AI solutions are growing in popularity, 
allowing qualified employees to evolve in the direc-
tion of becoming part of the hybrid workforce.

By using new technologies, even small organiza-
tions can take on a truly global character. Methods 
of storing information in the cloud are making 
it possible to store data on a mass scale and have 
access to it from anywhere in the world. Using mass 
memory based on cloud solutions will be a necessity. 
On the other hand, the dangers connected with cyber 
security are becoming one of the most serious chal-
lenges for businesses that operate in the cloud.

Companies from the mature parts of the market 
will probably decide to commission their services 
externally, in more attractive locations such as Central 
and Eastern Europe, mainly because of a shortage 
of specialists at home. Public education systems 
do not react fast enough to either the rapidly growing 
need for employees or industry requirements. In order 
to meet the requirements of upskilling, companies of all 
sizes will have to significantly increase their outlays 
on personnel training, at their own cost. New employees 

will be sought abroad to work in parent companies 
or elsewhere (including in a rivalry with other sectors). 
In this context, the increasing number of RPA and AI 
solutions may partially solve the problem of the shortage 
of employees and rising payrolls in the sector by freeing 
up certain resources from junior positions and shifting 
these to tasks that require higher qualifications.

The current pandemic is undoubtedly the biggest 
‘black swan’ in the last hundred years. The change 
it is bringing is groundbreaking. Today, the biggest 
challenges we face are to keep businesses running 
and increase the overall level of resilience to shocks. 
Certainly, one effect of the pandemic will be an 
acceleration of the digital transformation worldwide. 
There has already been enormous growth in remote 
working (with IT infrastructure playing a key role, 
VPN solutions and the use of videoconferencing), which 
will remain a permanent element of our reality even 
after the pandemic is over. There will be a decline in the 
need for business travel, office space, conferences 
and trade fairs (some of these may take place solely 
or partially by virtual means). There will be a definite 
trend towards minimizing the risks associated with 
running a business, which will also mean a diversification 
of office locations. Dissatisfaction with how some 
Asian countries have dealt with the current crisis will 
strengthen the tendency towards nearshoring. Western 
Europe will favour locations in Central and Eastern 
Europe, while entities from the USA will choose locations 
in Central and Eastern Europe and Latin America. 

The sector will experience deep changes that 
will come even faster than at present. They will 
be catalysed by both the digital transformation 
and the economic downturn connected with 
the COVID-19 pandemic. Companies in the busi-
ness services sector will have no choice but to 
go along with the slogan “Change or die”.
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In principle, Poland is following the trends taking place 
throughout the world. The industry is entering a new, 
more mature phase of development. The number 
of businesses in the sector in Poland will be maintained 
at a stable level, and development will be of an organic 
character resulting primarily from the expansion 
of companies that are already present on the Polish 
market. Given the decreasing cost attractiveness of the 
country for foreign investors and the condition of the 
global economy, the number of new companies entering 
the Polish market will decline. But Poland’s attractiveness 
in comparison with other Central and Eastern European 
countries will remain high. Most probably, the sector 
in Poland will consolidate. Within five years, employ-
ment within it will surely grow by about one third. 
The business services sector, whose contribution 
is already very significant, will become one of the most 
important elements of the Polish economy. 

Internal changes in the structure of the sector will 
bring it closer to the GBS model. At the same time, 
Poland may transform into a true global IT hub.

Poland is already one of the best locations in the world 
for business services sector companies. And while 
its traditional advantage of being a cheap location 
has pretty well disappeared, it can continue to be 
an attractive location for business services, especially 
for neighbouring countries. The COVID-19 pandemic 
is forcing global entities to redefine their business 
models from the ground up. Onshoring (backshoring) 
offers a great opportunity for the industry in Poland.

 

Apart from its physical proximity to the clients it serves, 
Poland’s advantages are that it is located within the EU 
internal market, is close in time, has a relatively large 
group of young, educated workers with a good command 
of foreign languages, a large number of IT specialists, 
and is close to them culturally and cognitively. Thanks 
to investments made in the past two years, it now also 
offers high-quality, modern office premises. These 
strengths of Poland should be intensively promoted  
– by ABSL, state institutions and local governments.

In the business services sector in Poland, the majority 
of centers are located in Tier 1 or Tier 2 cities, with 
more representation of sector entities in the southern 
than northern parts of the country. This location 
pattern will likely continue in the near future, though 
the importance of Tier 2 cities, particularly the Tri-City 
and Łódź, is on the rise. In turn, simpler functions 
will increasingly be moved to the less expensive 
Tier 3 and 4 cities, and outside of Poland to cheaper 
locations in the region or around the world. They 
may also be replaced by RPA solutions. Where more 
widely scattered organizations arise (to minimize risk, 
with an increasing role played by the home office), 
smaller locations may become more attractive. 

Competitive pressure from existing and new global 
locations will force centers in Poland to change their 
strategy. One promising solution is modernization, 
which will make it possible to provide greater added 
value, though this means that qualifications must 
be improved. This is in line with the general change 
in direction towards carrying out more advanced tasks 
that have greater added value (upgrading and upskilling). 

conclusions froM the foresight  
survey conducted By aBsl  
in March 2020
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Poland is still not among those players that 
set global trends. Decisions are largely taken else-
where, although the gap between us and the rest 
of the world is getting smaller. What is needed is a 
serious change in thinking, from a reactive approach 
to one that is more strategic and creative.

 

Innovation 
distinguishes 
between a leader 
and a follower
steve Jobs

Poland’s future in knowledge-intensive business services 
sector depends on transformation – there must be a 
change from its follower status towards generating 
higher added value, that is, tasks such as credit anal-
ysis, assistance with managing company finances, 
and predictive analysis and forecasting. There will be a 
departure from optimizing costs towards modernization, 
generating greater added value, and providing a broader 
range of more advanced tasks and processes.

In the long term, the biggest challenge to the industry 
in Poland will be that the pool of talent is inadequate 
to meet client needs. New talent pools must be identified 
in the sector. Emigration of foreign workers to Poland 
can only provide a partial solution, and so it will also 
be necessary to draw on new groups of employees  
– high school graduates and older people (aged 50+). 
The education system in Poland must be changed 
to meet the new needs and requirements. Given 
the quality of that system, however, companies 
must take the initiative in training employees.

 

The search will be on for the competences and skills of the 
future. At the same time, soft skills will become more 
important. It will be necessary to look at the sector from 
a very broad perspective – it will be of key importance 
to be able to ask the right questions, which machines 
will answer. An IT specialist with soft skills will become 
a true leader, able to translate client problems into 
the most effective solutions and write these up as code. 

Highly-qualified specialists could become a ‘Polish 
brand’, or at least a main factor in making the Polish 
sector attractive. Only by providing attractive bene-
fits and a high quality of life will the sector remain 
capable of forestalling a potential brain drain.

Given the rapidly expanding scope of process automa-
tion and the introduction of AI solutions, the pressure 
to move functions to offshoring states will ease. 

Robotics should be perceived as an opportunity and a 
challenge, not only as a threat. It is doubtful that it will 
lead to a decline in employment in Poland, provided 
that employees take part in and adjust to the require-
ments of hybrid work (employees working along with 
automated processes such as RPA and AI solutions). 
At the same time, automation can increase reten-
tion in sector organizations, which should be seen 
as something positive. In this context, it is worth adding 
that one of the key elements supporting successful 
automation is the centralization of functions. 

It will be important to move towards combining 
IT with other functions so as to create flexible, 
often multicultural, multifunctional teams. 
Strategic, long-term thinking is crucial.

Another important aspect of the transformation will 
be the ability and desire of industry managers to take 
on more responsibility for decision-making so that 
more competences are shifted from companies’ 
global headquarters to their branches in Poland.
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The COVID-19 pandemic – the biggest ‘black swan’ 
in a century – is accelerating the digital transforma-
tion, and therefore already is a catalyst of change. 
Yet the depth of those changes is hard to predict 
because it depends on the length and severity 
of the pandemic. The ability to adapt is a key ingredient 
of both business continuity and the survival 
of companies. Businesses must build up their resilience 
to shocks, and this requires them to be flexible.

A stable business environment in Poland is of vital 
importance. The current political situation is having 
an adverse effect on the sector. The fiscal system 
is too complicated, unclear and unpredictable. 
Macroeconomic stability plays an enormous role because 
the industry has a high level of exposure and sensitivity 
to exchange rate fluctuations and the economic cycle. 

As the business services sector in Poland matures, 
it is increasingly confronted with competition: 
within corporations, corporate teams and centers 
located mainly in the West. For Polish centers 
to move up in the international decision-making 
hierarchy, they must develop their soft skills.

Account must be taken of global tendencies, potential 
factors driving change, and of ‘black swans’ (both 
detrimental and beneficial). In order to survive, every 
company must be prepared for change. Participants 
in the foresight survey pointed to the following main 
factors of change: suspended EU membership; 
worsening access to skills/employees; the ageing 
population; a growing skills gap; the ineffective educa-
tion system; growing dependence on technology; 
further destabilization of the legal environment; rising 
labour costs; and the global economic slowdown.

Furthermore, the following ‘black swans’ have also been 
identified as potentially having an enormous impact 
on the development of the sector in Poland: armed 
conflict (USA-China, USA-Iran, an escalation of tensions 
with North Korea, a global cyberwar); an escalation 
of terrorism; a serious economic crisis and the collapse 

of the global financial system; technological shocks; 
an accelerated introduction of AI technology; a new 
wave of migration to Europe that would destabilise 
the continent; the breakup of the EU (Polexit); and the 
introduction of an authoritarian system in Poland.

Participants in the aBsl 2020 foresight survey 
covering the business services sector

Belowska-Gosławska Agnieszka 
Nordea

Brzostowski Tomasz 
Hitachi

Butt Nick 
KPMG

Fulawka Konrad 
Nokia

Gałaszewska-Bogus Edyta 
Accenture

Krzysztofik Piotr 
GlobalLogic

Nowak Marek 
Staples Solutions

Pągowski Piotr 
Solwit

Stryczyński Jacek 
Business Innovation Consulting

Szukiewicz Marta 
HP Inc.

Tchórzewski Marcin 
MMC Group

Tyborowski Wojciech 
Invest in Pomerania

Wichłacz Robert 
Atos

Wierzchowski Krzysztof 
Franklin Templeton
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Poland has the sixth-largest economy in the European 
Union and has been a leader in economic growth in Europe 
in the past decade. It has the largest economy in Central 
Europe and has been a leader in growth since the beginning 
of its economic transformation in 1989. One of the most 
important branches of the Polish economy is the business 
services sector. 

The industry’s impressive growth in recent years 
has enabled Poland to strengthen its standing among 
the world’s most important locations for investments in 
(BPO, SSC, IT and R&D) business services centers.

language: Polish

currency: the zloty (PLN)

Number of cities above 100,000 inhabitants: 39

Poland in international organizations:

EU (2004), NATO (1999), OECD (1996), WTO (1995), 
UN (1945) and others

€ 527 billion GDP in nominal prices in 2019 
(6th-largest EU economy)

4.1% real GDP growth  
in 2019 (5.1% in 2018)

37.97 million Population of Poland 
at the end of 2019

104.7 Consumer price index 
(CPI) – February 2020

€ 21,400
GDP per capita in 2019 
taking account of 
purchasing power parity

71% GDP per capita in 2019  
in relation to the EU average

5.5% Unemployment rate registered 
at end of period (February 2020)

37
Position in Global 
Competitiveness Report 2019 
(World Economic Forum)

$ 231.8 billion
Value of the inward FDI 
stock in Poland at the end 
of 2018 (UNCTAD)

$ 4.1 billion Value of greenfield investments 
in Poland in 2018 (UNCTAD)

$ 19.8 billion
Estimated overall value of 
business services exports 
in 2019 (ABSL BI)

4.36 Average EUR exchange rate 
in 2020 (to mid-April 2020)

3.96 Average USD exchange rate 
in 2020 (to mid-April 2020)

Poland – Key facts
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concePt and Methodology of the rePort

The primary objective of the report titled “The Business 
Services Sector in Poland in 2020” is to provide 
comprehensive information about the activities of the 
BPO, SSC/GBS, IT, R&D service centers in Poland, 
and to outline the directions of growth for the sector.

The report adopts a broad definition of the sector 
to include the activities of business processes 
outsourcing centers (BPO), shared services centers / 
global business services centers (SSC/GBS), IT centers, 
and research and development centers (R&D).

This year’s report was prepared on the basis 
of ABSL’s internal database of business services 
centers in Poland (currently, the database contains 
information on over 1,500 centers and is updated 
regularly by the BI ABSL team), the results 

of the annual ABSL questionnaire, and – for the 
first time – the results of a foresight quality survey 
conducted by ABSL among managerial staff.

The questionnaire was conducted by ABSL using 
the CAWI (computer-assisted web interviewing) method 
in January and February 2020 (we assume that the results 
reflect the state of the sector as at the end of Q1 2020). 
This year’s survey was completed by 229 Polish 
and foreign companies with a total of 188,400 employees 
in their business services centers in Poland, which 
represents 56% of all people employed in the sector.

The results presented in this report concern 
the activities of business services centers whose 
parent companies have their headquarters in Poland 
(Polish centers) or abroad (foreign centers).

Each entity was assigned to one of the primary 
types (BPO, SSC/GBS, IT, R&D), taking into account 
the dominant profile of its operations. Contact centers 
providing services to external customers were classi-
fied as BPOs. IT centers were defined as entities that 
outsource IT solution services (e.g. system, application 
or infrastructure maintenance, technical support) and/
or develop and sell (implement) software for external 
customers (software development). Rather than 
running many shared services centers and independent 
management of suppliers, GBS centers ensure 
full integration of global management and provide 
services for particular locations using all shared 
services and outsourcing throughout the enterprise.

Particular business services centers were treated 
as separate units for analysis, even when located 
in the same city. Accepting the geographic crite-
rion, that is, the requirement of being located 
in two different places, would have eliminated 
information about centers of different types, e.g. 
IT and BPO together in the same location. 

56%
share of total employment 
by companies participating  
in this year’s aBsl survey 
employment in business  
services centers in Poland

229
Number of companies that took 
part in this year’s nationwide  
aBsl survey
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In relation to earlier editions, this year’s report also 
takes account of all BPO and SSC/GBS centers 
in which employment does not exceed 25 people. 
While this concerns only 18 entities employing 
a total of 250 employees, those companies 
do constitute part of the ecosystem of the sector.

It is worth emphasizing that direct compari-
sons using previously published ABSL reports 
are to be avoided; it is better to rely on the informa-
tion presented herein. This is due to the fact that 
the ABSL database is continually updated, which 
also includes supplements from previous years.

Because some values are rounded 
off in particular tables or figures in the report, 
they may not add up to exactly 100%.

The unit of analysis in the report is a metropolis/
conurbation. GZM means Katowice together with 
the other cities of the Górnośląsko-Zagłębiowska 
Metropolia, unless otherwise indicated. The Tri-City 
means Gdańsk, Gdynia and Sopot. 

This report can be downloaded for free in the 
form of an EPUB from the ABSL website, in Polish 
and English versions. This report also contains 
a summary of the foresight survey.

This report could not have been prepared without 
the information obtained from respondents to the 
nationwide ABSL survey. We extend our sincere thanks 
to all of the company representatives who took time 
out of their busy schedules to complete it. We are 
also very grateful to all those who took part in the 
first edition of the ABSL industry foresight survey. 

A list of participants can be found at the end of 
the executive summary. We are also grateful to those 
representatives of local governments and institutions 
that support investors who supported this project.

And we also thank the co-authors of the study, especially 
including our strategic partners, who shared their expert 
knowledge and specialized data, thereby significantly 
enriching the content of this year’s report. These 
were representatives of JLL Poland, who developed 
the part of the report analyzing the real estate 
market, and representatives of Mercer and Randstad, 
who prepared the chapter on the labour market. 
We also extend our thanks to the  National Information 
Processing Institute – National Research Institute 
the substantive partner of this year’s report – for providing 
data on the academic and higher education sector.

We will be grateful for any opinions and comments 
on the contents of this year’s report that can help 
enhance the quality of future editions and adapt 
them to your needs and expectations.

The BI ABSL team
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abbreviations

AI Artificial Intelligence

BI Business Intelligence

CAGR Compound Annual Growth Rate

CEE Central and Eastern Europe

CoE Center of Excellence

BPO Business Process Outsourcing

EMEA Europe, Middle East, And Africa

F&A Finance and Accounting

FTE Full Time Equivalent

GBS Global Business Services

IPA Intelligent Process Automation

KIBS Knowledge-Intensive Business Services

RPA Robotic Process Automation

R&D Research & Development

SSC Shared Services Center



state of the Business 
services sector  
in Poland in 2020
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Chapter content developed by: ABSL

overall characteristics of the sector 
In Q1 2020, more than 1,500 Polish and foreign business 
services centers were operating in Poland, including BPO, 
SSC/GBS, IT and R&D entities. They employed a total 
of 338,000 people (10% more than in the previous year). 

From the beginning of 2019 to the end of the first 
quarter of 2020, 74 new centers began operations, 
including 15 in Q1 2020. Foreign centers domi-
nated in these new investments (64.2%). 

The total share of the three largest business services 
centers: Kraków, Warsaw and Wrocław (Tier 1 cities 
in terms of sector employment and maturity) in the 

total number of new centers was 38%. The share 
of Tier 2 cities was 32%. Other new investments 
(20%) were located in Tier 3 and 4 cities. Compared 
with the previous year, there was significant growth 
in the number of new investments in Tier 4 cities. 
This means a gradual increase in the importance 
of smaller locations. When evaluating the overall 
distribution of new investments, it is clear that earlier 
trends are continuing. Most new investments, and new 
foreign centers in particular, are being made in the most 
globally recognizable cities at the Tier 1 or Tier 2 level. 

Tier 1 Kraków, Warsaw and Wrocław

Tier 2 Tri-City, Katowice and Metropolis GZM, Łódź, Poznań

Tier 3 Bydgoszcz, Lublin, Rzeszów, Szczecin

Tier 4 Białystok*, Opole, Olsztyn, Radom, Kielce, Tarnów, Elbląg, Płock and others

classification of cities and aggloMerations according to aBsl

* By the time the next ABSL report is published, Białystok might be able to move into Tier 3 if the current favorable trends with respect to the growth of the 
business services sector in the city are sustained.
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figure 1.1
the BUsiNess services sectOr iN POlaND iN NUMBers

338,000 
total number of jobs at business services centers, 
of which 276,000 are at foreign centers (82%) 
and 62,000 are at Polish centers (18%).

5.2%
the share of the sector in total business sector 
employment in Poland.

74
the number of business services centers that began 
operations in Poland from the beginning of 2019 
to the end of the first quarter of 2020, constituting 
about half the number from the previous year. to the 
end of Q1 2020, new investments generated more 
than 6,000 new jobs.

63 
the number of business services centers with 
at least 1,000 employees.

43 
the number of home states of centers located 
in Poland.

22 
the number of business services center 
companies having the largest number of centers 
operating in Poland.

363,000 
the number of jobs in the sector in Q1 2021 
as forecast by aBsl.

123,750 
the total number of jobs created in the sector  
since Q1 2016.

1,513
the total number of BPO, ssc/GBs, it and 
r&D business services centers in Poland, of which 
66% are owned by foreign investors.

970 
the number of investor companies with business 
services centers in Poland (of which 71% are foreign 
investors).

95 
the number of Fortune Global 500 investors with 
business services centers in Poland.

10% 
Growth in the number of jobs at business services 
centers in Poland in the last year (Q1 2019 – 
Q1 2020). since Q1 2016, the total number of jobs 
has increased by 58%.

7 
the number of business services locations where 
there are BPO, ssc/GBs, it and r&D business 
services centers that employ more than 
10,000 people.

12% 
the share of foreigners in the employment structure 
of the business services centers in Poland. 
the number of foreigners employed at services 
centers nationwide is at least 40,000.
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Source: ABSL own study based on the business services center database

* Data for 2020 is only up to the end of Q1.

figure 1.2
DistriBUtiON Of NUMBer Of sectOr ceNters BY Date Of estaBlishMeNt  
– state at eND Of Q1 2020 

In the past two years, the number of new centers 
being established has dropped significantly from 
previous years. Essentially, growth in the number 
of centers occurred in two waves – the first 
after Poland’s accession to the European Union, 

and the second during the financial crisis 
of 2008 – when international corporations wanted 
to optimize their costs by outsourcing certain 
aspects of their activities on a greater scale.
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Source: ABSL own study based on the business services center database

Source: ABSL own study based on the business services center database
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figure 1.3
NUMBer Of ceNters Of ParticUlar cOMPaNies – state at eND Of Q1 2020

The majority of entities have just one center 
in Poland (65.2%). The next 15.3% have two centers. 
13.8% of respondents have from 3 to 5 centers 

in Poland. Only 2.5% of respondents run more 
than 10 centers, often of different types.

The most frequent type of center in the ABSL 
database is IT centers (46.5%). Next come SSC/
GBS centers (23.9%), ahead of BPO centers (15.5%). 
12.5% of the total number of centers are research 
and development centers. The smallest share in the 

total number of centers is held by hybrid centers 
(1.7%). The distribution of the number of centers 
differs considerably from that of employment 
by type of the center (The Figure 1.22).

figure 1.4
DistriBUtiON Of NUMBer Of ceNters BY tYPe (iN %)

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

IT

SSC / Global Business Services (GBS)

BPO

R&D

Hybrid / Other model

46.5% 23.9% 15.5% 12.5%

1.7%



State of the business services sector in Poland in 2020
22 Business Services Sector in Poland 2020

nuMBer of centers and structure  
of new investMents

Warsaw

Kraków

Wrocław

Tri-City

Poznań

Katowice and GZM 

Łódź

Lublin

Bydgoszcz

Szczecin

Rzeszów

0 50 100 150 200 250 300

In terms of the number of business services centers 
at the end of Q1 2020, Warsaw is in first place 
(279 centers). Locations with at least 100 centers also 

include: Kraków (234), Wrocław (188), the Tri-City (158), 
Poznań (113), and Katowice and Metropolis GZM (110).

figure 1.5
NUMBer Of ceNters iN the MOst iMPOrtaNt lOcatiONs iN POlaND iN 2020

279

234

188

158

113

110

90

72

44

44

35

Source: ABSL own study based on the business services center database

Number of centers  
as at the end of 2017

2018 2019 2020
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From the beginning of Q1 2019 to the end of 
Q1 2020, the largest number of new centers were 
opened in Warsaw, Wrocław, Kraków and Katowice 
and Metropolis GZM (9 each), Poznań (7), the Tri-City 
and Lublin (6 each), Łódź (5), and Bydgoszcz (3). 
In the previous period, most new investments were 
made in Warsaw (20), Kraków (12), the Tri-City (11), 
Wrocław (8) and Katowice and Metropolis GZM (7).

The number of newly-established centers is showing 
a downward trend – from 86 in 2018 to 59 in 2019 and  
15 in Q1 2020. The drop in the number of investments 
in 2019 from the previous year can be explained 
by the overall worsening of the global economic 
situation, including the slowdown in economic growth 
and global trade exchange. In 2020, an improvement 
was expected, but this was shattered by the outbreak 
of the global pandemic, which will probably cause 
the deepest recession since World War II. 

Investors clearly prefer the existing Tier 
1 locations (Warsaw, Kraków, Wrocław) 
and Tier 2 locations (the Tri-City, Katowice 
and Metropolis GZM, Łódź and Poznań).

New investments in 2018 were made in 18 locations. 
Since Q1 2019, they have been made in 19 locations. 
The are mainly concentrated in Tier 1 and 2 cities. 
Tier 1 cities accounted for 47% of new investments 
in 2018 and 34% since the beginning of 2019, 
and Tier 2 cities for 35% and 38%, respectively. The share 
of Tier 3 cities has remained steady at 13%. A significant 
change is growth in the share of Tier 4 cities, from 6% 
in 2018 to 15% since the beginning of 2019. Smaller loca-
tions (Tiers 3 and 4) have seen 28% of new investments 
in the sector in Poland since the beginning of 2019. 

In Tier 3 cities, new investments have been made 
only in Bydgoszcz (3) and Lublin (6); the number 
of centers in Rzeszów and Szczecin has not changed.

New investments have been made in the following 
Tier 4 cities: Chełm (3), Białystok (2) and 1 each 
in Kielce, Olsztyn, Elbląg, Radom, Tarnów and Płock. 

In the period considered, most new investments have 
been SSC/GBS centers (43.4%). In second place, 
and with a decrease compared with the previous annual 
report, are IT centers (30.2%). These are followed by BPO 
centers (16.9%) and research and development centers 
(9.5%). In relation to the previous year, BPO centers 
advanced by one place, overtaking R&D centers. 

The average headcount declared by the new centers 
is 95 (median=50). At the end of Q1 2020, a total 
of about 6,000 jobs had been created. This consti-
tuted 19% growth in employment in the sector. 

In the previous period, new centers (established 
between the beginning of 2018 and the end of Q1 2019) 
generated 6,200 new jobs. Thus, the number of jobs 
created is showing a slight downward tendency. 
However, new investments include centers that expect 
to have up to 1,000 employees in the next few years.

New centers are mainly being established by Polish 
investors. They are followed by entities from: the USA, 
Germany, France, the Netherlands, Sweden and Great 
Britain. The countries at the top of the list of investment 
countries of origin are similar to last year’s result.

It is worth emphasizing that 44% of those centers that 
began operating from Q1 2019 to Q1 2020 are the 
result of reinvestments by companies already having 
functioning centers in Poland. Since the previous 
annual report, the share of companies reinvesting 
has grown from 26% to 44%. The large number 
of reinvestments confirms a trend observed previously.

2020
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56% of new investments are companies entering 
the Polish market. New investors clearly prefer loca-
tions in Tier 1 and 2 cities over Tier 3 and 4 cities. 

But in the case of opening a second center 
in Poland, Tier 4 cities are catching up with Tier 1 and 
2 cities in importance. In the case of a third or fourth 
center, Tier 4 cities equal Tier 1 cities. In the most 
recent period, there have been no reinvestments 
in Tier 3 cities – new investments were only 
made in Bydgoszcz (3) and Lublin (6). Thus, with 
increasing experience on the Polish market comes 
a tendency to reinvest in smaller locations. 

Reinvestments play an important role in the structure 
of new investments in Tier 4 locations. This trend 
has continued since the previous report. The largest 
business services locations in Poland (Tiers 1 and 2) 
are clearly in the minority as reinvestment locations. 

The structure of the influx of investments 
in medium-sized cities in the past year is similar to that 
described in a previous ABSL report entitled Medium-
sized Polish cities’ potential as locations for BPO/SSC/
IT/R&D investments. Investments have been made 
both in smaller provincial cities (Białystok, Olsztyn, 
Kielce) and in medium-sized cities acknowledged 
in the report as the most attractive – Elbląg, Płock 
and Tarnów (three cities in the top ten of the ranking). 
There have also been investments in Chełm and Radom.

Medium-sized cities are slowly becoming an element 
of the ecosystem of the business services sector 
in Poland, despite their lower investment potential 

in relation to industry needs, including those of foreign 
investors. Such cities also lack ‘hard’ infrastructural 
or technological resources, have a shallow local 
labor market, and lack ‘soft’ factors – they are less 
recognizable, have a worse image, or a less presti-
gious location. Their main advantages are, of course, 
lower costs of running a business (lower office rent 
and much lower pay expectations), but also a lower 
staff turnover rate. For these reasons, such cities mainly 
attract companies with Polish capital, or reinvestments 
by foreign companies that have a great understanding 
of the Polish market acquired after having previ-
ously established a presence in the main cities. 

Among those companies that opened their first center 
in Poland, most are American (38,2%) followed by Polish 
companies (14,7%) and German and British (11,8%). 
There have also been investments by companies from 
China, Denmark, Netherlands, Sweden and Japan.

Among those companies reinvesting in Poland 
there is an even split between Polish companies 
(48%) and foreign companies (52%), where the latter 
include companies from France (4 centers), as well 
as India, USA and the UK (2 centers each) and Finland, 
Holland and Sweden. Below we present information 
on the largest new centers in Poland (since 2019).
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figure 1.6
eXaMPles Of NeW iNvestMeNt iN ParticUlar BUsiNess services lOcatiONs iN POlaND  
(2019 aND Q1 2020)

New investors 
= first business services center in Poland

New investments by existing investors 
= another business services center in Poland

Source: ABSL own study based on the business services center database and information provided by cities (state as at mid-May 2020)
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the role of the sector in the trade 
in coMMercial services

Using the TiSMoS (Trade in Services data 
by Mode of Supply) database of the WTO developed 
on a commission from the European Commission 
and financed by it for the years 2005-2017, as well 
as WTO data on the value of the trade in commercial 
services, we determined the value of exports 
and imports of business services in Poland. 

This required assigning sector activity classifications 
from NACE rev. 2 to the EBOPS classification used 
in the TiSMoS database. The very definition of KIBS 
is ambiguous. In order to maintain methodological 
coherence with other studies, we used the Schabel 
and Zenker approach (20131) based on the NACE rev. 
2 classifications. We translated the areas of activities 
indicated by the authors to the corresponding EBOPS 
classifications. We obtained data for the years 
2018 and 2019 by extrapolating the share of KIBS 
in Polish exports and imports using information 
published by the WTO on the value of those streams 
of trade for Poland in the years concerned.

 
 

The estimates as at the end of 2019 obtained show 
that the overall value of imports of business services 
was USD 11.7 billion, and the value of overall exports 
USD 19.8 billion. Thus, in that year Poland achieved 
a significant overall surplus on international trade 
exchange of business services in the order of USD 
8.1 billion. A surplus has been generated regularly 
since 2008, whereas earlier there had been a deficit. 
According to our estimations, the share of the 
centers analyzed in the report in overall exports value 
of the KIBS sector in Poland is no less than 70%.

In 2019, the sector provided 27.5% of the value 
of exports of commercial services from Poland 
(26.9% in 2017). In 2005, that is, the year after 
Poland’s EU accession, that figure was just 7.7%. 

The compound annual growth rate (CAGR) for exports 
of commercial services from Poland in the years 
2005-2019 was 10.4%. The CAGR for overall exports 
of business services in the years 2005-2019 
was 20.9% – double the overall amount for commercial 
services. As to imports, the CAGR was 13.7%.

1 Schnabl, E., & Zenker, A. (2013). Statistical classification of knowledge-intensive business services (KIBS) with NACE Rev. 2, Karlsruhe: Fraunhofer 
ISI.]. According to this approach, the KIBS sector consists of the application of rev. 2: J62, J63, M69, M70, M71, M72 and M73. This corresponds to the 
classification EBOPS for groups SI2, SI3, SJ1, SJ2 and SJ31.

$ 19.8 billion 
estimated overall value of business services exports 
in 2019

20.9% 
caGr for overall exports of sector services in the years  
2005-2019

27.5% 
share of sector overall exports in the total value 
of exports of Polish commercial services in 2019
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figure 1.8
POlish traDe BalaNce Of BUsiNess services (iN UsD MilliON)

Source: ABSL own study based on the WTO TiSMoS database
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foreign investMents

The 970 foreign centers in Poland employ 
275,600 people (Q1 2020). Foreign centers are those 
centers controlled by a foreign investor. 

At the end of Q1 2020, foreign investors accounted 
for 82% of jobs in the sector, managing 65% of the 
total number of business services centers in Poland. 

In the period from Q1 2019 to Q1 2020, foreign 
companies created 25,800 new jobs (i.e. several 
thousand more than in the comparable period from 
the previous year). This represents employment 
growth of 10.3%, which is similar to the figures for the 
sector as a whole, including Polish companies. 

From the beginning of 2013 to the end of Q1 2020, 
the average employment growth at foreign centers 
located in Poland (measured by CAGR) was 15.8%. 

Please note: the previous years’ figures concerning 
headcounts and the number of centers were verified 
in accordance with ABSL’s current best knowledge. 
As part of updating the data, we also took into account 
differences resulting from changes in ownership 
and several investors terminating their operations 
in Poland. 

Overall employment growth in the sector in 2019 
was 55%, and was mainly caused by the entry of new 
foreign entities into the market in 2018 and 2019.  
45% of that increase was generated by jobs 
in existing centers, and 40% by companies that 
entered the market in 2018 (26%) and increased 
hiring in 2019 (14%). The market entry of new foreign 
entities in 2019 accounted for 15% of the year-
on-year employment increase. In the same way, 
the drop in the rate of new market entries in 2019 
and 2020 may translate into a drop in the rate of hiring 
in 2020 and the years that follow. 

Foreign service centers located in Poland employ 
an average of 285 people (significantly more than 
Polish centers, where the average is 127). The average 
employment in foreign centers is growing year by year. 
The average stated target headcount of newly-estab-
lished foreign centers (Q1 2019-Q1 2020) is again lower 
than in previous years, and amounts to 122 people 
(compared with 130 in the previous year), but remains 
much higher than the average headcount in newly-es-
tablished domestic companies (52 people). In light 
of the above observations, it should be emphasized 
that in a large majority of cases, investors’ initial 
assumptions are more conservative than the actual 
employment growth those centers see at a later stage.

970
Number of centers of foreign companies in Poland

15.8% 
average employment growth at foreign centers  
located in Poland

296,000 
forecast employment in foreign centers in Poland 
at the end of Q1 2021
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The largest number of foreign centers come 
from the USA (20.1%), the Nordic countries (9.5%), 
Germany (7.7%) and Great Britain (7.6%).

US centers have the largest share (28,1%) in those centers’ 
employment structure. In 2020, Polish entities account 
for 18.5% of the jobs in the sector. Further positions 
are occupied by companies from Great Britain (9.8%), 
the Nordic countries (9.6%) and Germany (9.0%). 

Compared to last year, it is worth noting a slight 
increase in the share of US companies in the employ-
ment structure (by 1 p.p.) and German centers 
(by 2 p.p.). The employment structure of the 
sector by country of origin is very stable.

43 
the number of states in which owners of centers 
operating in Poland originate

20% 
the share of american entities in the overall number 
of foreign centers (28% share in employment)
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figure 1.9
eMPlOYMeNt at fOreiGN service ceNters iN POlaND

Source: ABSL own study based on the business services center database



State of the business services sector in Poland in 2020
30 Business Services Sector in Poland 2020

As in previous years, US centers have the largest share 
in the employment structure in five of the major busi-
ness services locations (Warsaw, the Tri-City, Wrocław, 
Kraków and Poznań). The largest shares of American 
centers are in the Tri-City (38.9%) and in Warsaw (37%). 

Polish companies have the largest share in the 
employment structure in Katowice and Metropolis 
GZM (24.9%), Lublin (50.6%) and Rzeszów (62.8%). 
The significance of Polish companies is much greater 
in Tier 3 locations, and lowest in Tier 1 locations. 

 

Entities from Germany provide the majority of jobs 
in Poznań (22.0%), Szczecin (20.4%) and Łódź (13.6%). 
Entities from Great Britain have a large share of the 
markets in Kraków (15.7%), Warsaw (11.0%), Katowice 
and Metropolis GZM (12.7%) and Poznań (13.2%). 
Whereas entities from France have a large share 
of the markets in Bydgoszcz (40.6%), Lublin (28.6%) 
and Katowice and Metropolis GZM (16.2%). In Wrocław, 
Swiss companies have a significant share (13.8%), 
while Scandinavian countries have a strong share 
in Szczecin (32%), the Tri-City (17.6%), Łódź (16.8%), 
Wrocław (13.6%) and Poznań (11.9%). Companies 
from Asia have a strong presence in Łódź (22.4%).

* Nordic countries: Sweden, Finland, Denmark, Norway 
** Asian countries: Japan, India, South Korea, China, Israel, Qatar, Turkey, Singapore

Source: ABSL own study based on the business services center database

figure 1.10
eMPlOYMeNt strUctUre Of BUsiNess services ceNters iN POlaND BY PareNt cOMPaNY 
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* Nordic countries: Sweden, Finland, Denmark, Norway 
** Asian countries: Japan, India, South Korea, China, Israel, Qatar, Turkey, Singapore

Source: ABSL own study based on the business services center database
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PercePtions of coMPetition on the local 
laBor MarKet
Those surveyed were asked whether competition 
on the local labor market pose  difficulties for their 
company operations. 81% of center representatives 
find competition among companies to be a challenge.

Those surveyed were asked whether competition 
on the local labor market creates difficulties for their 
company operations. 81% of center representatives 
find competition among companies to be a challenge.

In comparison with the previous year’s survey, this 
percentage has increased, which may indicate 
growing pressure on the labor market that trans-
lates into difficulties in acquiring employees. 

In the seven largest business locations, competition 
among centers on the local labor market is most keenly 
felt in Poznań, Wrocław, Warsaw and the Tri-City. Last 
year this was the case in Kraków, Wrocław and Warsaw. 
This change reflects processes taking place within 
the sector, particularly the more dynamic growth rate 
in Tier 2 locations, which include Poznań and the 
Tri-City. Competition on the local labor market is less 
of a challenge for companies in Łódź and Kraków 
(this was so in the previous year in Łódź and Poznań). 
The greater competition is felt in SSC/GBS and 
BPO centers, and the least in hybrid and R&D centers. 

The results obtained are synthesized in the graph below 
for companies that took part in the survey, overall for the 
seven largest locations in Poland, and by type of center. 
Respondents gave their answers on the Likert scale.

figure 1.13
DO YOU aGree With the stateMeNt that cOMPetitiON aMONG BUsiNess services ceNters  
ON the lOcal laBOr MarKet POses DifficUlties fOr the ceNter YOU rePreseNt?  
(share Of cOMPaNies iN %)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=225 companies employing 177,000 people)
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figure 1.14
DOes cOMPetitiON aMONG BUsiNess services ceNters ON the lOcal laBOr MarKet POse 
DifficUlties fOr the ceNter YOU rePreseNt? averaGe Of resPONses BY lOcatiON

figure 1.15
is cOMPetitiON aMONG BUsiNess services ceNters ON the lOcal laBOr MarKet a challeNGe 
fOr the ceNter YOU rePreseNt? averaGe Of resPONses BY tYPe Of ceNter

Source: ABSL own study based on the results of a survey addressed to business services centers (N=210 companies). 
The Likert scale, from -2=strongly agree to +2=strongly agree. Average of responses for the seven largest business services locations.

Source: ABSL own study based on the results of a survey addressed to business services centers (N=210 companies). 
The Likert scale, from -2=strongly agree to +2=strongly agree. Average of responses by type of center.
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eMPloyMent in the sector

The number of employees at centers in Poland 
in Q1 2020 was 338,000. In comparison with 
Q1 2019, this represented an increase of 31,000 
(10% growth), of which 60% was in the three largest 
locations (Kraków, Warsaw, Wrocław).

The employment growth rate is declining, which 
is a symptom of the sector entering a mature phase.
The CAGR for the period 2016-2020 was 12.1%. 
Year on year, the employment growth rate was 15% 
in 2017, 13% in 2018, and 10% in 2019 and 2020.

In 2019, the number of new jobs created 
per day in the business services sector 
was approximately 85; in previous years that 
figure was somewhat higher (about 90).

The CAGR of employment in the period 2016-2020 
was highest in Tier 2 cities, especially the Tri-City (15%).

Figure 1.16 depicts changes in employment in the 
sector since 2016 together with two variants of a 
forecast to Q1 2021. In the business services sector, 
important changes are taking place globally at a 
surprisingly rapid rate. For this reason, we have made 
employment forecasts only for a one-year period. 

For the most likely forecast variant, we assumed 
a CAGR value of 60% for the period 2016-2020, which 
results in an anticipated headcount in the order 
of 363,000 people. In the more pessimistic variant 

(CAGR of 25%), that figure is 348,000 people. For both 
variants, employment growth in the period Q1 2020 
– Q1 2021 will be 7.3% and 3.0%, respectively.

We predict that the business services sector will  
be affected by the crisis caused by the SARS-CoV-2 virus 
to a lesser degree than industry or other areas of the 
services industry. Sector companies are notable for their 
considerable flexibility and their ability to react to the 
crisis that has affected the Polish and world economies.  
This is confirmed by an analysis made by ABSL  
in March and April 2020 of adaptive measures taken. 
Of course, the initial strategic motivation for outsourcing 
– to reduce costs – increases the sector’s exposure 
to the current crisis; on the other hand, it creates 
an opportunity for growth. This will depend on the deci-
sions regarding outsourcing that customers make. Some 
centers, especially those providing services to industrial 
customers (e.g. from the aviation and auto industries), 
are particularly exposed to the effects of the crisis.

The anticipated drop in the employment rate does 
not only result from the worsening economic situation 
brought on by the pandemic. Other factors adversely 
affecting opportunities for employment growth in the 
sector will be the limited supply of qualified employees, 
rising labor costs, unfavorable legislative changes, 
a worsening of the investment climate in Poland and 
(to a lesser degree) automation (robotization) – mainly 
in respect of time-consuming, repetitive processes. 
A beneficial factor on employment that can mitigate 

85 
the number of new jobs created per day  
in the sector in 2019

82% 
the share of entities with foreign capital in overall 
employment in the sector
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the effects of the COVID-19 crisis is the backshoring 
of business processes to Poland. At the same time, 
some areas of the sector are seeing increased 
demand for their services as a result of the crisis.

The development of the sector will be a consequence 
of growth in existing centers more than of the entry 
of new, large investors into the Polish market. 
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figure 1.16
chaNGes iN eMPlOYMeNt at BUsiNess services ceNters iN POlaND siNce Q1 2016 
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The contribution of the business services sector 
to the labor market in Poland is more significant than 
would result from a simple analysis of employment 
in those centers themselves, multiplier effects 
(indirect and inducted) should be taken into account 
as well. Using the multiplier developed by EY2 (equal 
to 1.8), the number of jobs generated by centers 
in Poland should be estimated as 608,000.

The graph shows the influence of business 
services centers on the labor market in the main 
locations in Poland in 2020, divided into direct, 
indirect and inducted effects.

2 EY (2019) “Global Business Services last decade and outlook for the next years”, based on the EY SPECTRUM model, on the basis of data from GUS, 
ABSL, Randstad Sourceright, and JLL.

Source: ABSL own study based on the business services center database and information from EY’s Spectrum model
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eMPloyMent in the largest centers 
in Poland
In Poland, 63 centers function that employ at least 
1,000 people. Compared with the previous report, 
the number of such centers has risen by 9. In these 
centers, 120,000 people work (a year-on-year increase 
of 18,000), while their share in overall employment 
is 35%. Among the largest centers operating 
in Poland, entities with foreign capital domi-
nate. In the group of centers employing at least 
1,000 people, 3 centers are domestic entities.

Out of the total number of centers employing at least 
1,000 people, 69.6% (83,300 people) are Tier 1 centers, 
23.4% (28,000 people) are Tier 2 centers; 44.2% 
(53,000 people) work in SSC/GBS centers, and 22.8% 
(27,400 people) in IT centers.

The ten largest investors employ 61,000 people or 18% 
of the total number of jobs. The number of employees 
in the centers of each of these companies is more 
than 4,500 people. Among the largest investors, there 
are two Polish companies: Comarch and the Asseco 
Group. Domestic investors that employ more than 
1,500 people include BPO companies: CCIG Group, 
OEX Group, Arteria Group and Kruk, while IT companies 
that employ from 900 to 1,400 people include: 
Transition Technologies, IT Services Competence 
Platform, Intive, Billennium and Future Processing.

Investor Parent company headquarters location Number of employees at centers 
in Poland (employment range)

Capgemini 9,000-10,000

IBM 8,000-9,000

Nokia 6,000-7,000

State Street 5,000-6,000

Credit Suisse 5,000-6,000

UBS 5,000-6,000

Comarch 5,000-6,000

Atos 5,000-6,000

Sii 4,000-5,000

Asseco Group 4,000-5,000

Source: ABSL own study based on the business services center database

table 1.1
10 larGest iNvestOrs iN POlaND iN terMs Of heaDcOUNt iN BUsiNess services ceNters

Total
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average headcount at Business services 
centers By location
Among the eleven largest business services locations 
(where in each employment exceeds 5,000 people), 
the highest average headcount is in Kraków (346). 
In that city, 22 centers operate that employ 1,000 or 
more people (1/3 of all such centers in the country). 
In second place (299 employees) is Łódź (5 centers 
employing 1,000 or more people), and in third place 
(284 employees) is Wrocław (10 such centers). 

The average headcount at business services 
centers in Poland is 231 (compared with 
192 in 2016). Among the eleven most important 
locations, the biggest employment growth since 
2016 has been seen in Łódź (+70 people) and Kraków 
(+62 people). The only city in which there has been 
a decline in employment is Bydgoszcz.

Differences in average headcount exist between entities 
with foreign capital and domestic capital (in which 
the main shareholder is a Polish entity). In foreign 
companies, that figure is 285, while in domestic 
companies 127. Such differences exist not only 

in the business services sector, but in the economy 
as a whole (and not only the Polish economy). Entities 
with foreign capital are larger, more productive 
as a rule, and thereby more internationalized. 

Source: ABSL own study based on the business services center database
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eMPloyMent structure By age grouP, 
joB Position and Business Process

figure 1.19
eMPlOYMeNt strUctUre Of BUsiNess services ceNters BY aGe Of eMPlOYees (averaGe share 
iN eMPlOYMeNt strUctUre iN %)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=211 companies employing 162,000 people).
The results are weighted by total employment.
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figure 1.20
eMPlOYMeNt strUctUre Of BUsiNess services ceNters BY JOB cateGOrY (averaGe share 
iN eMPlOYMeNt strUctUre iN %)
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31.3% 51.0% 15.1%

2.5%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=220 companies employing 169,000 people).
The results are weighted by total employment.
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Since 2018, there has been a visible growth trend in the 
share of specialized positions in the employment 
structure of centers; that share is now more than half 
of all jobs in the sector. The share of junior positions 

is decreasing. This trend is a reflection of the sector 
entering into a phase of maturity. In comparison with 
the previous report, the share of team leaders, managers 
and managerial staff has grown by close to 1 p.p. 

eMPloyMent structure in selected  
locations By tyPe of center
The largest number of jobs (35.4%) in the sector 
were created by SSC/GBS centers, followed 
by IT centers (31.2%), BPO centers (17.7%) 
and R&D centers (11.6%). In comparison with 
the previous year, there has been an observable 
increase in (+2.4 p.p.) in the share of SSC/GBS centers, 
but a drop in the share of IT centers (-0.8 p.p.), 
BPO centers (-0.3 p.p.), and R&D centers (-1.4 p.p.).

Among the locations not included in the figure where 
more than 5,000 people are employed, mention should 
be made of Bydgoszcz, Lublin, Szczecin and Rzeszów. 
In those cities, IT centers play a dominant role in the 
employment structure; in each of them their share 
is more than 45%, and is highest in Bydgoszcz (85%).

figure 1.21
eMPlOYMeNt strUctUre Of BUsiNess services ceNters BY BUsiNess PrOcess (averaGe share 
iN eMPlOYMeNt strUctUre iN %)
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HR (incl. Payroll)
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0

Source: ABSL own study based on the results of a survey addressed to business services centers (for 2020 N=227 companies employing 
179,000 people; for 2019 N=200 companies employing 155,000 people). The results are weighted by total employment.
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Source: ABSL own study based on the business services center database

figure 1.22
eMPlOYMeNt strUctUre Of selecteD BUsiNess services lOcatiONs iN POlaND BY tYPe 
Of ceNter (accOrDiNG tO the DOMiNaNt PrOfile Of their OPeratiONs)
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Source: ABSL own study based on the business services center database. The results were rounded off.

Among the biggest business services locations  
(Tiers 1 and 2), in the years 2016-2020 the Tri-City 
saw the largest percentage growth in employment 
(by 74% or 12,000 people), while high growth was also 
seen in Warsaw (69%) and Łódź (67%). For comparison, 
in the same period, overall employment in the sector 
in Poland grew by 58%. With regard to smaller locations, 
in which sector employment amounts to from 5,000-
10,000 people, Lublin had an above-average growth rate 
above-average growth rate (62%) in the years 2016-2020. 

If we take account of changes in employment 
from Q1 2019 to the end of Q1 2020, we find 
the highest employment growth rate in Warsaw 

(12.4% or 7,100 people), Łódź (11.8% or 2,700 people) 
and the Tri-City (11% or 2,800 people). 

in the years 2016-2020, 
employment in the business 
services sector went up by a total 
of 124,000 people, and in relation 
to 2019 by 31,000 people.

In the years 2016-2020, there has been an observable 
change in employment in the sector by category 
of center. An increasing share in overall employment 

in the sector (+1.6 p.p.) has been seen in Tier 2 locations. 
A declining share in employment has been 
seen mainly in Tier 3 and Tier 1 locations.

table 1.2
eMPlOYMeNt iN the sectOr BY cateGOrY Of lOcatiON iN POlaND; chaNGes iN the Years 2016-2020

Tier Locations

2016 2020 Change 2020-2016

Number 
of people % Number 

of people % Number 
of people

Percentage 
points

Tier 1
Kraków,  
Warsaw,  
Wrocław

124,000 58.0 193,700 57.3 69,700 -0.7

Tier 2
Tri-City, Katowice 
and Metropolis 
GZM, Łódź, 
Poznań

58,800 27.5 98,100 29.0 39,300 1.6

Tier 3
Bydgoszcz,  
Lublin, Rzeszów,  
Szczecin

20,000 9.4 29,100 8.6 9,000 -0.8

Tier 4

Other (including 
Kielce, Bielsko-
Biała, Białystok, 
Opole, Olsztyn, 
and Częstochowa)

11,000 5.2 17,000 5.0 5,900 -0.1
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foreigners eMPloyed in Business  
services centers

Respondents were asked to indicate the five coun-
tries of origin of the largest number of foreigners 
working at the business center they represent. 

The figure below shows those countries most often 
indicated as the country of origin of foreigners 
employed in business services centers.

92%
the share of business services centers employing 
foreigners. a value of 2 p.p. less than in the 
previous year. a changing trend – in previous years, 
the percentage of centers employing foreigners grew.

12% 
the share of foreigners in overall employment 
in those business services centers analyzed by aBsl. 
No change in comparison with the previous year.

45% 
the share of centers where at least 10% of the 
employees are foreigners. No change in relation  
to the previous year.

21
the estimated number of foreigners (in thousands) 
working in business services centers covered by the 
aBsl survey.
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2.0% 1.7%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=220 companies; number of indications 746)

figure 1.23
cOUNtries MOst OfteN iNDicateD as the cOUNtrY Of OriGiN Of fOreiGNers eMPlOYeD 
iN BUsiNess services ceNters (% Of iNDicatiONs)
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The three main countries of origin of foreigners 
employed at business services centers (Ukraine, Italy 
and Spain) have remained unchanged since 2017.

As in previous years, the country most frequently 
named as the country of origin of foreigners employed 
at business services centers is Ukraine. An analysis 
of the data shows that Ukrainians are the largest group 
of foreigners at 48% of the companies that employ 
foreigners (a decline of 5 p.p. from the previous year). 

In the top five countries of origin of foreigners 
at a given business services center, different centers 
named a total of 65 countries – 30% more than in the 
previous year. Multiculturalism is a characteristic 

feature of the business services sector in Poland. This 
is particularly true of the largest business services 
locations. The degree of multiculturalism is on the rise, 
and results from the difficulty some companies 
are experiencing in finding employees. Employees 
are therefore being sought outside Poland, and now 
come from an increasing number of countries.

The share of foreigners in the total number 
of employees is largest in SSC/GBS and BPO centers 
(13%), and somewhat lower in IT centers (12%). 
Hybrid and R&D centers come in at 10% 
(results weighted by total employment).

eMPloyMent structure in the sector 
By Business services center Parent 
coMPany industry

Source: ABSL own study based on the business services center database
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figure 1.24
eMPlOYMeNt strUctUre Of BUsiNess services ceNters BY PareNt cOMPaNY iNDUstrY (%)



State of the business services sector in Poland in 2020
47Business Services Sector in Poland 2020

An analysis of employment structure in the sector broken 
down by business services center parent company 
industry shows that each sector’s share essentially 
remained the same as in previous years, including 
the year 2016, accepted in this report as the base year.

In first position are IT centers (28.1%), followed 
by companies from the commercial services 
and professional sectors (28.7%). This constitutes 
a total of almost 3/5 of jobs in the sector (57.0%).

As in previous years, third place in terms 
of share in the employment structure is occupied 
by the BFSI (Banking, Financial Services & Insurance) 
sector, which has a share of 14.4%. In fourth 

place are consumer goods and services, with 
a share of 12.3% (their role is growing steadily). 
Other sectors account for 16.5% of employment. 

The largest share in employment growth in the 
sector in 2016-2020 took place at centers whose 
parent companies are high technology enti-
ties (34,300 new jobs created) or commercial 
and professional services centers (31,700 new jobs). 
BFSI centers occupied third place (18,600 new jobs). 

2017 2018 2019 2020

BFSI 555 622 709 797

Commercial and Professional Services 226 257 283 297

Consumer Goods and Services 128 152 176 221

Energy, Materials and Utilities 233 253 306 338

Health Care 104 134 157 231

Industrial Goods 136 174 198 240

Information Technology 93 108 120 136

Media  –  –  – 38

Others 76 86 89 113

Real Estate 100 100 100 100

Telecommunication Services 515 539 599 629

Transportation 233 290 340 374

Transportation and Logistics 461 522 578 697

Sector (total) 157 181 201 231

Source: ABSL own study based on the business services center database

table 1.3
averaGe eMPlOYMeNt at BUsiNess services ceNters BY PareNt cOMPaNY iNDUstrY
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eMPloyMent in 2020 By date 
of estaBlishMent of center; significance 
of inflow of foreign direct investMents
As at the beginning of 2020, most jobs were generated 
were generated by centers that were established 
in the years 2006 and 2007, as well as 2012. Figure 
1.25 shows the current state of employment in centers 
according to the year they were established. As a rule, 
companies in the sector generate two-stage employ-
ment – first, when they enter the market, and again 
after a certain period of time when they expand 
and re-invest in furtherly established centers. 

The largest amount of employment today is found 
in centers that were set up after Poland’s accession 
to the EU. At that time, Poland became an integral 
part of the EU internal market, with free movement 
of capital and people. It is worth recalling that most 
centers in Poland were opened by foreign entities, 
and that citizens of other EU countries work in them. 
Centers established after 2017 have generated 
a relatively minor share of jobs. The graph also illus-
trates activities begun in 2000 by several individual, 
large centers created by: Delphi (currently Aptiv), 
General Electric, Nokia, Sabre, and Samsung.

There is a clear correlation between headcount (as at 
Q1 2020, by year center established in Poland) and the 
value of foreign direct investments (FDI) incoming 
to Poland. That relationship is shown in the graph. 
Employment is given in persons, whereas inflow of FDI 
in a given year is stated in USD million, according 
to UNCTADstat (data available only to 2018). The above 

relationship shows how important FDI is for the develop-
ment of the sector and how serious the consequences 
of a downturn in the investment climate in Poland can be. 
It is worth pointing out that a verification of the character 
of that relationship and an analysis of the factors that 
determine job creation in the sector will require further 
profound statistical and econometric analyses.

Centers established by foreign investors are much 
more effective in creating jobs than centers estab-
lished by domestic investors. All of the centers 
functioning in Poland taken together created, up to 
Q1 2020, 169% of new jobs in comparison with their 
state upon opening, where, in the case of foreign 
centers, that figure was 174% and in the case 
of domestic centers 125%. It can therefore be stated 
that from the moment of opening, foreign centers 
create 49% more jobs than domestic centers.

The Figure 1.26 shows the employment struc-
ture in the years 1965-2019, divided into foreign 
centers and those that are owned by domestic 
entities. Entry means employment generated 
at the moment a center opened, whereas post-entry 
job creation refers to employment resulting from 
the operations of a center in subsequent years.
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Source: ABSL own study based on the business services center database and UNCTADstat data

Source: ABSL own study based on the business services center database
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figure 1.26
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eMPloyee turnover
The voluntary turnover rate in business services centers 
analyzed by ABSL for 2019 was 15% (unchanged 
from the previous year and slightly more than 1 p.p. 
less than in 2017). The involuntary turnover level 
(not dependent on the employee) was 5% (1 p.p. 

more than in the previous year). The results obtained 
are similar to those in the Mercer survey for 2020.

Voluntary turnover rate Business services centers 
overall

SSC / GBS BPO IT

More than 20% 15.3% 11.2% 37.0% 10.7%

11-20% 56.7% 62.1% 48.1% 60.7%

1-10% 26.1% 24.1% 14.8% 28.8%

Less than 1% 2.0% 2.6% 0.0% 0.0%

Total 100% 100% 100% 100%

Mean 14.8% 13.9% 20.5% 15.3%

Voluntary turnover rate Business services centers 
overall

<3 yeras 3-10 yeras >10 yeras

More than 20% 15.3% 0.0% 12.8% 22.4%

11-20% 56.7% 38.9% 60.6% 55.3%

1-10% 26.1% 50% 25.7% 21.1%

Less than 1% 2.0% 11.1% 0.9% 1.3%

Total 100% 100% 100% 100%

Mean 14.8% 11.1% 14.4% 15.0%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=203 companies, employing 157,000 people) 
The results are weighted by total employment.

table 1.4
vOlUNtarY tUrNOver rate BY ceNter tYPe aND leNGth Of PreseNce ON the MarKet
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non-Payroll Benefits
In addition to offering competitive salaries, 
the business services sector in Poland provides 
employees with a whole range of non-payroll bene-
fits that go well beyond what is a standard on the 
Polish labor market – it can be said that in a certain 
sense, the sector is a trendsetter in this regard.

The most common employee benefits clearly fall 
into two groups – those that concern the form 
and organization of work, and those that focus 
on the health and well-being of employees.

The first group of benefits concern the organization 
of work, flexible working time arrangements, 
and professional development. They mainly include 
the increasingly popular practice of implementing 
flexible work schedules, and allowing employees to work 
from any location, such as their home or a coffee 
shop. Employers in the sector intensively promote 
professional development, which is of great impor-
tance to the ‘millennials’ or members of ‘Generation Z’ 
that dominate the employment structure. Employers 
therefore willingly invest in employee training, including 
in courses that increase their language skills. To cultivate 
and support their teams’ interests, they create “libraries”, 
inspiring and encouraging them to pursue certain 
areas, not just those closely related to their positions.

The second group of benefits emphasize the idea of well-
being. Examples are offering sports packages, orga-
nizing fitness classes or health and fitness programs, 
and supplying employee kitchens with fruit and healthy 
snacks. Supporting employees’ cultural development 
is also popular, e.g. by giving them free movie tickets.

More and more employers in the business services 
sector are encouraging their employees to bike to work. 
To make this easier for them, they put in showers in the 
office and create dedicated parking areas and bike racks. 

Importantly, employers in the sector increasingly 
focus not only on implementing benefits with 
individual employees in mind, but also generate 
solutions that benefit the entire community. They 
integrate teams and support their employees’ 
passions. When creating a benefits package, they 
listen to the needs of their employees, and are 
thereby able to truly respond to these. 
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=223 companies)
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figure 1.27
NON-PaYrOll BeNefits OffereD tO eMPlOYees iN Q1 2020 (% Of resPONDeNts)
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share of woMen in eMPloyMent 

Respondents were asked to assess the role of women 
in employment in the sector. The results presented 
are weighted by the employment in particular compa-
nies. The share of women in overall employment 
is 51%. In the case of first-line management (team 
leader level), it is 49%, and in the case of senior 
management 38%. These levels are significantly 
higher than in other areas of the Polish economy. 

The share of women in overall employment (34%) 
is lower in centers belonging to Polish investors. 
The graphs also show the share of women in overall 
employment by Tier, type of center, and selected 
countries of origin of their owners. The highest shares 
are found in Tier 4 cities, SSC/GBS and BPO centers, 
and centers whose main shareholder is an entity 
from Germany, the Netherlands or Great Britain.

51%
share of women in overall employment at business 
services centers in Poland

49% 
Share of women in first-line management

38% 
share of women in senior management 
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Source: ABSL own study based on the results of a survey addressed to business services centers. The results are weighted by total employment.

Tier 1 Tier 2 Tier 3 Tier 4 Ogółem

figure 1.28
share Of WOMeN iN Overall eMPlOYMeNt BY tier (%)
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Source: ABSL own study based on the results of a survey addressed to business services centers. The results are weighted by total employment.

A summary of the countries of origin of investors employing at least 5,000 people in centers in Poland.
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Source: ABSL own study based on the results of a survey addressed to business services centers. The results are weighted by total employment.
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diversity and social inclusion Policy

67.8%
of business services centers in Poland 
have a formally approved policy on diversity 
and social inclusion

0
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 Other 
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figure 1.31
iNtrODUctiON Of a fOrMallY aPPrOveD DiversitY aND sOcial iNclUsiON POlicY  
(% Of resPONses)

figure 1.32
sUBJect Matters ON Which the DiversitY aND sOcial iNclUsiON POlicY fOcUses at the 
BUsiNess services ceNters aNalYZeD (% Of resPONses)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=214 companies)
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=214 companies)
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MaP of Business services centers 
in Poland

Business services centers have created jobs in almost 
50 cities, including 17 where at least 1,000 people 
are employed – and 19 last year. Changes are ongoing 
in the sector, with employment at particular 
centers going up or down as a consequence 
of various processes, including consolidation, 
difficulties in finding employees, or changes in the 
business models of individual companies. 

The eleven largest locations employ 95% of the 
sector’s workforce. In seven locations the headcount 
exceeds 10,000, while the next ten largest locations 
employ between 1,000 and 10,000 people. 

The leader in terms of headcount at business 
services centers in Poland is still Kraków, where 
77,700 people work (23% of total employment in the 
sector). 64,000 jobs in the sector are provided in the 
number two city, Warsaw, and 52,000 in Wrocław.

In comparison with 2016, Kraków’s share 
of total employment in the sector has declined 
slightly (-1 p.p.), as has Wrocław’s (-0.9 p.p.), 
whereas Warsaw’s and the Tri-City’s have grown 
(+1.2 p.p. and +0.8 p.p., respectively).

50
the number of cities in Poland where business services 
centers are located

17 
the number of business services centers with at least 
1,000 employees

77.7 
the number of people (in thousands)  
in the sector’s largest city – Kraków
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0

Kraków

Warsaw

Wrocław

Tri-City

Łódź

Katowice 
and Metropolis GZM

Poznań

Bydgoszcz

Lublin

Szczecin

Rzeszów

Other locations

Source: ABSL own study based on the business services center database

5% 10% 15% 20% 25%

23.0%

+1.2 p.p.

-1.0 p.p.

19.0%

15.4% -0.9 p.p.

8.3%

7.7%

7.7%

5.4%

3.0% -0.5 p.p.

2.3%

1.7% -0.1 p.p.

1,6% -0.3 p.p.

5.0% -0.1 p.p.

+0.8 p.p.

+0.4 p.p.

+0.1 p.p.

+0.2 p.p.

+0.1 p.p.

figure 1.33
share Of lOcatiONs iN tOtal heaDcOUNt at BUsiNess services ceNters iN POlaND(%)
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Source: ABSL own study based on the business services center database

Headcount

2016 2020

figure 1.34
heaDcOUNt iN BUsiNess services ceNters BY lOcatiON

Tri-City

Szczecin

Bydgoszcz

Poznań

Warsaw

Łódź

Wrocław

Rzeszów
Kraków

Katowice and Metropolis GZM

Lublin

77.7

51.9

Białystok

Bielsko-Biała

Opole

Olsztyn

Częstochowa
Kielce

Toruń

Radom

Płock

Elbląg

64.0

25.9

27.9

25.8

9.9

18.2

9.5 Headcount (in thousands) in 2020

Other selected cities with a headcount of up to  
500 at business services centers

Cities with a headcount of 500-3,000 people 
at business services centers

5.8

5.3

7.9

10,000

500-3,000

40,000

20,000

30,000

50,000
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figure 1.35
heaDcOUNt iN ssc/GBs ceNters BY lOcatiON

Source: ABSL own study based on the business services center database

Headcount

2016 2020

Tri-City

Szczecin

Poznań

Warsaw

Łódź

Wrocław

Kraków

Katowice and Metropolis GZM

Lublin

36.5

17.0

Bielsko-Biała

Olsztyn

Częstochowa

Radom

26.4

5.3

8.5

7.9

7.7

9.5 Headcount (in thousands) in 2020

Other selected cities with a headcount of up to  
500 at business services centers

Cities with a headcount of 500-1,500 people 
at business services centers

5,000

500-1,500

20,000

10,000

15,000

25,000

2.0

1.7

Rzeszów

Bydgoszcz
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figure 1.36
heaDcOUNt iN it ceNters BY lOcatiON

Source: ABSL own study based on the business services center database

Headcount
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Wrocław

Rzeszów
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Lublin

16.2

13.0

Białystok

Opole Kielce

16.2

8.9

11.9

11.6

4.8

9.5 Headcount (in thousands) in 2020

Other selected cities with a headcount of up to  
500 at business services centers

Cities with a headcount of 500-1,000 people 
at business services centers

3,000

500-1,000

12,000

6,000

9,000

15,000

8.5

4.4

2.6
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figure 1.37
heaDcOUNt iN BPO ceNters BY lOcatiON

Source: ABSL own study based on the business services center database

Headcount

2016 2020
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4.5

9.5 Headcount (in thousands) in 2020

Other selected cities with a headcount of up to  
500 at business services centers

Cities with a headcount of 500-1,000 people 
at business services centers

2,000

500-1,000
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figure 1.38
heaDcOUNt iN r&D ceNters BY lOcatiON

Source: ABSL own study based on the business services center database

Headcount

2016 2020
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10.3

9.7
Częstochowa
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7.0

9.5 Headcount (in thousands) in 2020

Other selected cities with a headcount of up to  
200 at business services centers

Cities with a headcount of 200-1,000 people 
at business services centers
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figure 1.39
heaDcOUNt iN hYBriD ceNters BY lOcatiON

Source: ABSL own study based on the business services center database

Headcount

2016 2020
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9.5 Headcount (in thousands) in 2020

Cities with a headcount of 0-1,000 people 
at business services centers
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Business services as  
a local sPecialiZation

This part of the report attempts to identify 
the locations where the business services sector 
is a local specialization. We have used an approach 
based on the location quotient (LQ). 

In relation to the previous year, we have used a method 
in this report that relates employment in the business 
services sector in a given location to total employment 
in the same location (that is, its share thereof) in relation 
to the average value in Poland for all locations in which 
the ABSL database identified business services 
centers. Information on employment in particular 
years was taken from GUS Local Databases.

The LQ enables to determine the locations where 
business services jobs are “overrepresented” (LQ>1) 
or relatively “underrepresented” (LQ<1) in relation to the 
average. In academic studies, the threshold value 
for the occurrence of a local specialization is taken 
to be an LQ of 25% above the average, that is, LQ>1.25.

With this as a point of reference, the business 
services sector can be regarded as a local special-
ization in Kraków, Wrocław, the Tri-City, Łódź 
and Bydgoszcz. Poznań (almost 1.25), Warsaw 
and Lublin also exceed the average (i.e. LQ>1). In other 
locations (Katowice and Metropolis GZM, Szczecin 
and Rzeszów), those values are below the average. 

The results obtained differ slightly from last 
year’s because of a change in the calculation 
method that takes account of all sector locations 
in Poland and the number of people employed 
in those cites (not the working age population).

LQ= 
headcount at BPO, SSC/GBS, IT, R&D business services centers in a given location

employment in a given location

total headcount at BPO, SSC/GBS, IT, R&D business services centers in all locations under analysis

employment at all locations under analysis
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1.25

figure 1.40
valUe Of lOcatiON QUOtieNt (lQ) iN 2020 fOr the larGest cities

For an in-depth analysis, changes in LQ values were 
counted for each location in the period 2016-2020. 
It can be clearly seen that among the large locations 
(Tiers 1 and 2), the importance of the business 
services sector as a local specialization is growing 
in Warsaw, Poznań, the Tri-City and Łódź. It is relatively 
low and stable in Katowice and Metropolis GZM.

Despite the above values, the importance of the sector 
declined relatively in Wrocław and Kraków in 2020.

In the case of Tier 3 cities, the biggest gain was seen 
in Lublin. Szczecin and Rzeszów are losing their 
prior numbers and now feature values below LQ=1 
(the average across all locations). In Bydgoszcz, 
the business services sector is declining in importance 
in relation to other sectors of the economy, though 
it remains a distinguishing feature of the city. 

Source: ABSL own study based on the business services center database and the GUS BDL database
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figure 1.41
lOcatiON QUOtieNt fOr the BUsiNess services sectOr aND chaNGes iN relatiON tO 2016

Source: ABSL own study based on the business services center database and the GUS BDL database
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assessMent of location as a Place  
of doing Business
As in previous years, an important element of the ABSL 
national survey was an assessment by representatives 
of the companies taking part in the survey of those 
factors that affect business in particular cities in Poland. 
In the case of companies in Poland that have more than 
one center, the three most important centers where they 
employ the largest number of people were evaluated. 
In total, we obtained information from respondents 
on 23 cities. As in previous years, given the need 
to conduct the analysis from a sufficiently large number 
of responses, we examined the 7 cities about which 
we obtained the most information: Warsaw, Wroclaw, 

Kraków, the Tri-City, Łódź, Poznań and Katowice. 
There were 276 responses concerning those cities.

Compared with last year’s report, the list of factors 
to be evaluated was expanded and more precisely 
defined. Further, we applied the Likert scale, which 
enabled us to present a more detailed assessment 
of individual cities. The overall, subjective evaluation 
of a given location as a place to do business was made 
by the respondents; it did not result from calculations 
or weightings introduced by the ABSL team.

table 1.5
raNKiNG Of BUsiNess services lOcatiONs iN terMs Of assessMeNt Of factOrs affectiNG 
the aBilitY Of BUsiNess services ceNters Of DOiNG BUsiNess there (2020)

Place in ranking

Respondents’ overall subjective assessment 
of the location as a place for doing business

tri-city
(Poznań)

PoZnaŃ
(Kraków)

wrocŁaw
(Wrocław)

Elements of location attractiveness assessment

Place in ranking

Availability of talent/highly-skilled workers KraKÓw
(Łódź)

tri-city
(Kraków)

warsaw
(Warsaw)

Availablity of transportation (air) warsaw tri-city KraKÓw

Availablity of transportation (road) ŁÓdŹ, PoZnaŃ* warsaw tri-city

Availablity of transportation (rail) tri-city warsaw PoZnaŃ

Quality of public transportation tri-city
(Warsaw)

warsaw
(Poznań)

PoZnaŃ
(Tri-City)

Overall perception of quality of life tri-city
(Tri-City)

PoZnaŃ
(Warsaw)

wrocŁaw
(Poznań)
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=276 responses for particular locations)

* two cities took first place ex aequo

The information presented reflects the opinions of the representatives of centers, and is subjective, deriving from many factors such as, e.g., the type 
of business conducted, preferences of the parent company, and perceptions of the importance of ‘agglomeration benefits’. It is worth emphasizing that 
a given position in the ranking does not necessarily reflect the actual situation of the subject matter under analysis. The results may also be tied to the 
geographical distribution of the respondents’ locations.

Quality of local universities PoZnaŃ warsaw ŁÓdŹ

Availability of modern office space tri-city, warsaw*

(Tri-City)
wrocŁaw

(Warsaw)
ŁÓdŹ
(Łódź)

Cooperation with local universities ŁÓdŹ
(Łódź)

Katowice
(Wrocław)

wrocŁaw
(Kraków)

Working with the local investor support unit tri-city
(Łódź)

PoZnaŃ
(Tri-City)

ŁÓdŹ
(Poznań)

Pay level PoZnaŃ wrocŁaw Katowice

Cost of leasing office space Katowice PoZnaŃ wrocŁaw

Place in ranking

(Poznań) locations that were in a given position in the 2019 ranking

The actual attractiveness of a location can be expressed 
as the number of centers operating in that location at a 
given time and the number of jobs they have generated. 
From this perspective, the top three should comprise 
Tier 1 cities: Warsaw (279), Kraków (234) and Wrocław 
(188). The Tri-City, with 158 centers, is placed outside 
the top three but not far behind. It is followed by Poznań 
(113) and Katowice and Metropolis GZM (110). 

 If one were to account for employment figures in this 
result, e.g. the number of centers per 100,000 employees, 
the top three would be as follows: Wrocław (67), 
Kraków (66) and the Tri-City (58). Lublin would 
be in fourth place (57), followed by Poznań (46).

 

Over time, as the attractiveness of a location changes, 
it may be important to provide information about 
the number of recent reinvestments in a given location 
by entities already operating on the Polish market, 
or about the number of new entities entering the Polish 
market (as a rule, their motives may be different than 
the motives of entities already operating on the market). 

 Since the beginning of 2019, the highest number of new 
market entries were reported in Kraków (7), followed 
by Warsaw (6), Katowice and Metropolis GZM (5), as well 
as the Tri-City, Poznań and Wrocław (4 each). The largest 
number of new centers following reinvestment were 
established in Łódź, Lublin and Wrocław (4 each). 
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Tier 1 Tier 2 Tier 3 and 4

-0.20

0.00

0.20

figure 1.42
assessMeNt Of lOcatiON factOrs iN the MOst iMPOrtaNt cities – cOMParisON Of averaGes 
fOr cateGOries Of cities

The graph below shows assessments concerning 
particular cities among the seven largest locations, 
in the context of the average for Poland. Respondents’ 

responses were assigned values according 
to the Likert scale, from -2=strongly dissatisfied to 
+2=strongly satisfied (0=neutral assessment). 

Source: ABSL own study based on the results of a survey addressed to business services centers (number of responses=308; number for Tier 1=183; 
N for Tier 2=96; N for Tier 3=18; N for Tier 4=11).
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ATFX 

Billennium

Equiniti

GFT

Havi

JIVR

Oanda

PepsiCo

Tivron

77,700
Number of employees in business  
services centers in 2020

examples of new investments

234
Number of business services centers  
(Q1 2020)

41
Number of centers employing a minimum  
of 500 people (Q1 2020) 

9
Number of new centers established since 
Q1 2019

10.9%
accumulated job growth in the sector 
(caGr) 2016-2020

26,400
Number of jobs created since  
Q1 2016

3.57
lQ of specialization

78,000
forecast number of jobs in the sector  
in 2021

KraKÓw
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Alcon

Elanco Solutions Center

Huawei

ING Tech Poland 

Japan Tobacco International

Novo Nordisk 

Securitas Intelligent Services Poland 

Solwit 

64,000
Number of employees in business  
services centers in 2020

examples of new investments

279
Number of business services centers  
(Q1 2020)

40
Number of centers employing a minimum  
of 500 people (Q1 2020) 

9
Number of new centers established since 
Q1 2019

14.0%
accumulated job growth in the sector 
(caGr) 2016-2020

26,200
Number of jobs created since  
Q1 2016

1.10
lQ of specialization

66,300
forecast number of jobs in the sector  
in 2021

warsaw



State of the business services sector in Poland in 2020
72 Business Services Sector in Poland 2020

Align Technology

ArchiDoc

Gates Corporation

Infosys

JetBridge

Nexio Management

Olympus Business Services

UPM

51,900
Number of employees in business services 
centers in 2020

examples of new investments

188
Number of business services centers  
(Q1 2020)

21
Number of centers employing a minimum  
of 500 people (Q1 2020) 

9
Number of new centers established since 
Q1 2019

10.5%
accumulated job growth in the sector 
(caGr) 2016-2020

17,100
Number of jobs created since  
Q1 2016

3.02
lQ of specialization

51,900
forecast number of jobs in the sector  
in 2021

wrocŁaw
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Acoustic

ArchiDoc

Cyclad

Hapag Lloyd

Juul Labs

Maersk Drilling

27,900
Number of employees in business services 
centers in 2020

examples of new investments

158
Number of business services centers  
(Q1 2020)

12
Number of centers employing a minimum  
of 500 people (Q1 2020) 

6
Number of new centers established since 
Q1 2019

15.0%
accumulated job growth in the sector 
(caGr) 2016-2020

12,000
Number of jobs created since  
Q1 2016

1.68
lQ of specialization

29,200
forecast number of jobs in the sector  
in 2021

tri-city
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ArchiDoc

BSH

Collabera

Netguru

Payair Technologies

25,900
Number of employees in business services 
centers in 2020

examples of new investments

90
Number of business services centers  
(Q1 2020)

11
Number of centers employing a minimum  
of 500 people (Q1 2020)

5
Number of new centers established since 
Q1 2019

13.7%
accumulated job growth in the sector 
(caGr) 2016-2020

10,400
Number of jobs created since  
Q1 2016

1.68
lQ of specialization

26,800
forecast number of jobs in the sector  
in 2021

ŁÓdŹ
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25,800
Number of employees in business services 
centers in 2020

examples of new investments

110
Number of business services centers  
(Q1 2020)

13
Number of centers employing a minimum  
of 500 people (Q1 2020)

8
Number of new centers established since 
Q1 2019

12.5%
accumulated job growth in the sector 
(caGr) 2016-2020

9,700
Number of jobs created since  
Q1 2016

0.32
lQ of specialization

26,400
forecast number of jobs in the sector  
in 2021

Katowice and MetroPolis gZM

Betafence

Getsix

Honeywell

Huawei

Hyland

PubNub

RSM 

Sii
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GSK Finance Hub

Miele

Milengo

mTab

NEXT:IT

ProService

Transition Technologies

18,200
Number of employees in business services 
centers in 2020

examples of new investments

113
Number of business services centers  
(Q1 2020)

8
Number of centers employing a minimum  
of 500 people (Q1 2020)

7
Number of new centers established since 
Q1 2019

13.3%
accumulated job growth in the sector 
(caGr) 2016-2020

7,200
Number of jobs created since  
Q1 2016

1.21
lQ of specialization

18,700
forecast number of jobs in the sector  
in 2021

PoZnaŃ
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9,900
Number of employees in business services 
centers in 2020

examples of new investments

44
Number of business services centers  
(Q1 2020)

3
Number of centers employing a minimum  
of 500 people (Q1 2020)

3
Number of new centers established since 
Q1 2019

8.2%
accumulated job growth in the sector 
(caGr) 2016-2020

2,700
Number of jobs created since  
Q1 2016

1.32
lQ of specialization

9,800
forecast number of jobs in the sector  
in 2021

BydgosZcZ

Catts deepsense.ai ProService
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Capgemini Cloud 
Infrastructure Services

Dovilo

Lingaro

Pakke

ProService

Venture Devs

7,900
Number of employees in business services 
centers in 2020

examples of new investments

72
Number of business services centers  
(Q1 2020)

3
Number of centers employing a minimum  
of 500 people (Q1 2020) 

6
Number of new centers established since 
Q1 2019

12.8%
accumulated job growth in the sector 
(caGr) 2016-2020

3,000
Number of jobs created since  
Q1 2016

1.03
lQ of specialization

8,100
forecast number of jobs in the sector  
in 2021

luBlin
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5,800
Number of employees in business services 
centers in 2020

44
Number of business services centers  
(Q1 2020)

0
Number of centers employing a minimum  
of 500 people (Q1 2020) 

0
Number of new centers established since 
Q1 2019

11.1%
accumulated job growth in the sector 
(caGr) 2016-2020

2,000
Number of jobs created since  
Q1 2016

0.81
lQ of specialization

5,900
forecast number of jobs in the sector  
in 2021

sZcZecin
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5,300
Number of employees in business services 
centers in 2020

35
Number of business services centers  
(Q1 2020)

4
Number of centers employing a minimum  
of 500 people (Q1 2020) 

0
Number of new centers established since 
Q1 2019

7.4%
accumulated job growth in the sector 
(caGr) 2016-2020

1,300
Number of jobs created since  
Q1 2016

0.94
lQ of specialization

5,200
forecast number of jobs in the sector  
in 2021

rZesZÓw
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services Provided and oPerating Models

figure 1.43
ssc/GBs ceNters’ OPeratiNG MODels (% Of resPONDeNts aND resPONses WeiGhteD 
BY heaDcOUNt)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=128 companies employing 85,600 people). 
SSC/GBS centers only.

GBS (could be single or multi function) Multi-function (i.e., more than one 
function e.g., F&A + IT + HR)

Single-function (i.e., only 
one function e.g., only F&A)

63.3%

10.9%
25.8%

73.0%

3.8%

23.2%

77.2%

11.0%

11.8%

33.3%

10.4%

56.3%

All in-house / Captive Hybrid – in-house + Single BPO Hybrid – in-house + Multiple BPOs

% of respondents
% of responses weighted 

by headcount

% of respondents
% of responses weighted 

by headcount
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0

BFSI: Banking, Financial Services, Insurance

 Information Technology

 Consumer Goods & Services 

 Commercial & Professional Services

 Health Care

 Industrial Goods

 Energy, Materials & Utilities 

 Telecommunication Services

 Transportation

 Other Private Services

 Public Sector Services

 Real Estate

 Other

5% 10%

46.7%

figure 1.44
strUctUre Of clieNts sUPPOrteD BY ceNters iN POlaND BY iNDUstrY (% Of resPONses)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=229 companies)
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44.5%

38.0%

33.0%

26.2%

21.0%

22.7%

19.7%

18.8%

10.0%

8.3%

8.7%

10.0%

structure of clients suPPorted By centers 
in Poland By industry
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Global reach supported Only a single 
country supported

Only domestic (Poland’s)
market supported

Specific countries  
or regions supported

figure 1.45
GeOGraPhic PrOfile Of services DelivereD (% Of resPONses)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=225 companies)

geograPhic scoPe of services delivered
More than half of the centers under analysis (53.8%) 
operate globally, for (internal and external) customers 
in various parts of the world. This represents 
growth of about 1 p.p. compared to 2019. Services 
are provided for clients from selected countries 
or regions of the world by 42.4% of companies. 
The number of centers serving only clients from 
Poland is low – at 2.7%, while 1.3% concentrate 
on foreign clients from only one country. 

Similarly, in recent years the largest number of centers 
focus on serving customers in Western Europe 
(87.6%), and then Poland (78.2%). In comparison 

with last year’s survey, the percentage of companies 
serving Central and Eastern European coun-
tries (69.8%) went down by 3.2 p.p.

The share of Scandinavian countries, that is, direction 
number four in the analyzed structure of the geographic 
scope of services provided, is 67.6%, followed by the 
countries of Southern Europe (60.0%). More than 
50% of companies serve clients from North America 
(the USA). The region most seldom supported from 
Poland is Latin America and the Caribbean (24%).

53.8%

1.3%2.7%

42.2%
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Western 
Europe

Nordic 
countries

Central & Eastern 
Europe (excl. Poland)

Asia-Pacific 
(APAC)

USA

Middle East 
& Africa

Southern 
Europe

Poland

Latin America and the 
Caribbean (LAC)

Other region 
/ country

figure 1.46
GeOGraPhic scOPe Of services DelivereD BY reGiON Of the WOrlD (% Of resPONDeNts)

67.6%

87.6%

52.4% 78.2% 69.8%

24.0% 60.0%

41.8%

34.2%11.6%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=225 companies)

figure 1.47
MOst iMPOrtaNt cOUNtries Of lOcatiON Of clieNts serveD BY ceNters iN POlaND  
(% Of resPONDeNts)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=222 companies)
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Those countries indicated as being below 5%, in order: Norway, 
Austria, the Czech Republic, Luxembourg, Russia, Canada, 
Ireland, Greece, Hungary, Japan, Eswatini, Brazil, Bulgaria, China, 
Liechtenstein, Romania, the United Arab Emirates, Australia, 
Estonia, South Korea, Laos, Latvia, Mexico, Singapore, Turkey, 
Ukraine.
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figure 1.48
lOcatiON Of the larGest clieNts BY tiMe ZONe iN relatiON tO POlaND (Utc +2:00) 
(% Of resPONDeNts)

Assignment to the time zone  based on the location of the state capital.

Based on the locations of the three most important 
clients indicated, we can determine the location 
where clients are supported most frequently. 
The country indicated most often was Germany (60.4% 
of responses), followed by Great Britain (48.2%). This 
may be an indication of the importance of nearshoring. 
28.8% of companies indicated the USA. The top five 
was completed by France (24.3%) and Poland (23.4%).

Taking account of the role of time zones and the 
locations of capital cities in the business under analysis, 
we present the information below according to time 
zone relative to CET (UTC +2:00). Most clients (64.7%) 
are located in the same time zone. A further 21.9% 
of clients supported from Poland are located +1/-1 from 
CET (3.9% and 18.0%, respectively).  

The graph also shows services for clients located 
between -5 and -7 hours from CET, meaning North 
and South American, including especially the US market. 

The above breakdown depends on the industry clients 
operate in, though in every case the dominant time zone 
is UTC +2:00. UTC +1:00 is of particular importance 
to the BFSI, commercial and professional services, 
IT and real estate industries. Whereas American 
clients are most important in the IT, telecommuni-
cations services and public services sectors.

Source: ABSL own study based on the results of a survey addressed to business services centers (N=222 companies, 612 indications of states)
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figure 1.49
PrOcess cateGOries sUPPOrteD BY BUsiNess services ceNters iN POlaND (Part 1)  
(% Of resPONDeNts)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=226 companies)

Process categories suPPorted By Business 
services centers in Poland
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figure 1.50
PrOcess cateGOries sUPPOrteD BY BUsiNess services ceNters iN POlaND (Part 2)  
(% Of resPONDeNts)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=226 companies)
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Was significantly expanded

Was expanded

Did not change

Was reduced

Was significantly reduced

figure 1.51
chaNGe iN scOPe Of services DelivereD iN 2019 iN relatiON tO the PreviOUs Year  
(% Of resPONDeNts)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=225 companies)

As a result of a comparison of responses to ABSL 
surveys from 2017, 2018 and 2020 and assigning 
process categories supported in centers according 
to their location in the functional structure (back-office, 
middle-office and front-office), there is a perceivable 
downward trend in the importance of back-office 

processes and an increase in the importance 
of middle-office functions. This relates to processes 
identified through which the sector is shifting towards 
functions of higher added value and greater complexity.

Source: ABSL own study based on the results of a survey addressed to business services centers in the years 2017, 2018 and 2020

table 1.6
PrOcess cateGOries sUPPOrteD BY BUsiNess services ceNters iN POlaND – chaNGe iN relatiON 
tO 2017 aND 2018

Median 2017 2018 2020 Change 2020-2017 Change 2020-2018

Back-office 30.0 26.5 26.1 -3.9 -0.4
Middle-office 21.0 23.0 26.0 4.9 3.2
Front-office 12.0 9.0 9.0 -3.2 0.3

change in scoPe of services delivered

15.6%

2.7% 1.3%

61.3%

19.1%
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figure 1.52
PrOPOrtiON Of traNsactiON PrOcesses tO KNOWleDGe-iNteNsive PrOcesses (iN %)

Source: ABSL own study based on the results of a survey addressed to services centers (N=212 companies) The results are weighted by total 
employment in business services centers in Poland.
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58.4% 41.6%

50.9% 49.1%

47.1% 52.9%
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34.6% 65.4%

5.1% 94.6%

soPhistication of the Business Processes
One of the most important trends character-
istic of the Polish business services sector 
is a gradual increase in the degree of sophistication 
of the services centers provide. 

As in last year’s report, to answer the question about 
what part of the services provided by the entities 
under analysis can be described as “sophisticated”, 
the 2020 ABSL survey asked respondents to break 
down all the processes supported by a given center 
into processes that are not knowledge-intensive 
(e.g. transaction processes) and sophisticated 
processes that are very knowledge-intensive.

The results obtained show that 53% of all processes 
(weighted by employment) are considered 
sophisticated (knowledge-intensive). This 
result is 7 p.p. higher than last year’s result.

The highest share of knowledge-intensive 
processes is in R&D centers (94.9%), IT centers 
(65.4%) and hybrid centers (62.3%). In SSC/GBS and 
BPO centers, transaction processes dominate. 

It is worth noting, however, that this attempt 
to break down the process structure relies 
on the respondents’ subjective assessments 
and is provided for reference only.
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38
the highest number of languages used at a single 
business services center

8 
the average number of languages used at business 
services centers. Median=6. the average for Polish 
companies is much lower (3).

31.7% 
the proportion of business services centers using 
at least 10 languages. Growth of almost 2 p.p. since 
the last survey.

 
languages used in more than half of the centers 
in Poland

figure 1.53
laNGUaGes UseD at ceNters BY POPUlaritY (% Of resPONses)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=224 companies). The results do not add up to 100.

* In the category “other” were: Hindi, Korean, Urdu, Vietnamese, Chinese (other dialects) and Persian.
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figure 1.54
NUMBer Of laNGUaGes UseD at a ceNter (iN %)

figure 1.55
NUMBer Of laNGUaGes UseD BY tYPe Of ceNter (% Of cOMPaNies Of a GiveN cateGOrY)
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=224 companies)

Note: the results add up to 100% for each type of center.

Source: ABSL own study based on the results of a survey addressed to business services centers (N=224 companies). The results do not add up to 100.
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23% 
the share of companies using 10 or more programming 
languages simultaneously

9% 
the share of companies using 10 or more information 
technologies simultaneously

SQL, JAVA, 
JAVASCRIPT
the 3 programming languages used most often 
in centers 

JAVA
the programming language most in demand to the 
end of Q1 2021

POWERBI
the technology most in demand to the end of Q1 2021

PrograMMing languages and inforMation 
technology used at Business  
services centers

For the first time, this year’s report includes responses 
on the use of programming languages and information 
technologies. The results are largely in line with 
both global trends and the results of the foresight 
survey. The importance of data is growing, and along 
with it, technologies that allow data to be collected, 
effectively processed and stored. And the importance 
of cloud technologies is clearly growing. On the other 
hand, there is a visible trend towards implementing 
intelligent process automation solutions that 

include both robotization and artificial intelligence. 
Data visualization is also becoming increasingly 
popular; it enables managers and clients to draw 
conclusions, and allows data to tell a story, including 
through the creation of manager dashboards.
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figure 1.56
Use Of PrOGraMMiNG laNGUaGes aND the NeeD fOr sPecialists iN that area tO the eND Of 
Q1 2021 (% Of resPONses)
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Source: ABSL’s own study based on the results of a survey addressed to business services centers (N=180 companies)

NOTE. The second bar illustrates the % of entities that expressed a desire to employ specialists who know a given language to the end of Q1 2021  
– thus, there is no indication of a decline in demand.

Which specialized programming languages are  
currently used in your centers located in Poland?

Which specialized programming languages will be demanded by 
your centers in the next 12 months – indicate top 5 (till Q1 2021)?
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figure 1.58
NUMBer Of PrOGraMMiNG laNGUaGes aND iNfOrMatiON techNOlOGies UseD at a ceNter (iN %)

figure 1.57
Use Of iNfOrMatiON techNOlOGies aND the NeeD fOr sPecialists iN that scOPe tO the eND Of 
Q1 2021 (% Of resPONses)

Source: ABSL’s own study based on the results of a survey addressed to business services centers (N=180 companies)

NOTE. The second bar illustrates the percentage of entities that expressed a desire to employ specialists who know a given technology to the end of Q1 2021 
– thus, there is no indication of a decline in demand.

Which specialized technologies are currently 
used in your centers located in Poland?

Which specialized technologies will be demanded by your 
centers in the next 12 months – indicate top 5 (till Q1 2021)?
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figure 1.60
NUMBer Of iNfOrMatiON techNOlOGies UseD BY tYPe Of ceNter (iN %)

figure 1.59
NUMBer Of PrOGraMMiNG laNGUaGes UseD BY tYPe Of ceNter (iN %)
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Source: ABSL’s own study based on the results of a survey addressed to business services centers (N=180 companies)

Note: the results add up to 100% for each type of center.
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=227 companies)

table 1.7
NatUre Of shift WOrK at a ceNter

Share of companies Share of employees 
in the sector

Number of shifts (% of companies)

1 2 3

No shifts 59.2 35.8    

Full shift work 17.5 34.9 5.0 42.5 52.5

Partial shift work 23.3 29.3 45.3 28.3 26.4

Total 100 100    

table 1.8
BreaKDOWN Of eMPlOYMeNt iN ceNters BY NatUre Of shift WOrK

% of total employees in the sector

No shifts Morning Afternoon Night

No shifts 35.8    

Full shift work 0 23.1 4.3 2.0

Partial shift work 27.9 2.5 3.0 1.4

Total 63.7 25.6 7.3 3.4

shift worK
The majority (59,2%) of companies analyzed do not 
use shift work (they work de facto on one shift). Among 
the other centers, most declared partial shift work 
(23.3%), i.e. some teams work without shifts and some 
on shifts; the remaining centers (17.5%) operate fully 
on shift work. In those companies operating fully 
on shifts, 42.5% have two shifts, and 52.5% have three.

 

In those companies that operate partly on shifts, 45.3% 
have introduced one shift, 28.3% two shifts, and 26.4% 
three shifts. A total of 63.7% of the people employed 
in the sector do not work on shifts. 25.6% of employees 
work the morning shift, 7.3% the afternoon shift, 
and 3.4% the night shift.

The overall shift work structure indicates the dominance 
of nearshoring.
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Process autoMation and artificial  
intelligence at centers in Poland

Growth in intelligence process automation is a 
clearly observable global trend in the sector.

In 2020, 59% of business services centers in Poland 
already use (to varying degrees) intelligence 
process automation. 33% of respondents intend 
to implement it in the future. Only 8% declared they 
were not interested in introducing this type of solution. 

IPA is most often implemented by SSC/
GBS entities (65.6%), followed by hybrid centers 
(60.0%) and BPO centers (51.7%). The degree 
of implementation is lower in IT companies (45.2%), 
and the least in R&D centers (20%).

IPA is used least in the centers of domestic 
companies in the sector (47.6%). 

Among those companies that have introduced some 
form of automation, 57% of respondents declared 
that they have a strategic plan for implementing 

intelligent process automation, and 31.5% declared 
their desire to have one. Only 11.5% of companies 
do not intend to have such a plan.

The main declared objective of introducing IPA 
(41.0% of respondents) is to optimize costs. 31.7% 
of respondents declared it is to improve the quality 
of the services they provide, and 17.5% to streamline 
services. 9.8% of entities indicated other motives: 
to benefit from the new opportunities provided by hybrid 
workers; to optimize their use of employees – freeing 
them up from performing routine, repetitive tasks; 
to eliminate errors (increase precision); to reduce 
risk, thereby improving the efficiency of processes; 
to increase customer satisfaction; and to improve 
cooperation among employees (E2E process 
improvement). Some respondents indicated all those 
goals as being key to developing a competitive 
advantage on the market. Several respondents stated 
that IPA solutions have become an integral part 
of the range of services they provide to clients.

69% 
of companies believe that intelligent process 
automation will have a neutral effect on hiring 
in centers, while 24.5% expect it to have  
a beneficial effect

59%
of centers used process automation in Q1 2020, 
and 33% plan to introduce it in the near future
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figure 1.61
is iNtelliGeNt PrOcess aUtOMatiON  
(e.G., rPa) Part Of YOUr OPeratiONs?  
(% Of resPONses)

figure 1.62
have YOU GOt a BOarD-aPPrOveD lONG-
terM strateGic PlaN fOr aN iNtelliGeNt 
PrOcess aUtOMatiON (DiGital-traNsfOr-
MatiON)? (% Of resPONses)

figure 1.63
KeY reasONs fOr iMPleMeNtiNG iPa iN ceNters iN POlaND (% Of resPONses)
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Source: ABSL own study based on the results of a survey addressed 
to business services centers (N=225 companies)
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Source: ABSL own study based on the results of a survey addressed 
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Intelligent process automation is considered a potential 
threat to jobs. Yet 69% of companies believe that 
intelligent process automation will have a neutral 
effect on hiring in centers, and 24.5% expect it to have 

a beneficial effect The use of IPA is becoming a new 
determinant of how centers in Poland function.

In process automation, centers can use both licensed 
external solutions and in-house solutions. 

As to licensed solutions, 68% of entities used them 
to automate up to 10 processes. 23% of companies 
used them to automate from 11 to 50 processes, 
and almost 6% of companies for 100 or more service 
processes. In the case of non-licensed solutions, 87% 
of entities used them to automate up to 50 processes, 
and 5% for 100 or more service processes. 

In the majority of centers to date, the use of IPA has not 
led to the full automation of job positions counted as the 
equivalent of full-time work. 1/4 of entities currently 
declare that IPA does not automate at least one position. 
44% of licensed solutions and 36% of non-licensed solu-
tions implemented have automated up to 5 job positions. 
In 7% of cases, the implementation of licensed solutions 

has automated 50 or more job positions. Internal  
solutions have proved more effective in this respect  
– that level of automation counted as FTE was declared 
by 12.5% of respondents. Globally, respondents declared 
the transformation of 2,800 jobs (barely 1.5% of declared 
employment). From this perspective, the process 
of robotization in Poland is really just getting under way.

Almost 90% of centers in Poland that have intro-
duced IPA use robots in their process automation. 
38% of centers use machine learning, and almost 
1/3 use virtual assistants (chatbots). The least 
popular technologies are image and video identifi-
cation and natural language processing (NLP).

RPA means creating software robots (bots) 
that simulate the activities of users performing 
defined, repetitive tasks in IT systems.

figure 1.64
effect Of the iMPleMeNtatiON Of iNtelliGeNt PrOcess aUtOMatiON ON eMPlOYMeNt tO the 
eND Of Q1 2021 (% Of resPONses)

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

Negatively

Neutrally (no effect on employment)

Positively

Strongly positively (significant and strong positive effect  
on employment)

4.4% 68.6% 24.5%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=229 companies)

2.8%
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figure 1.65
NUMBer Of aUtOMateD PrOcesses at a ceNter UsiNG liceNseD Or NON-liceNseD sOlUtiONs 
(% Of resPONses)

67.8%

43.6% 43.6%

23.0%

3.4%
7.7%

5.5% 5.1%

Its benefits include reducing time, and thereby 
costs, accelerating performance, eliminating errors, 
and the possibility of freeing up employees from 
repetitive, routine tasks so they can carry out more 
advanced ones. The use of RPA also makes it possible 
to increase the frequency of reporting, and facilitates 
the monitoring of process performance.

47% of respondents declared they have a center 
of excellence in Poland for process automation. 
60% of those cases are centers that employ up to 
10 employees, whereas 40% employ 10 or more people.

Source: ABSL own study based on the results of a survey addressed to business services centers (N=87/78 companies)

The results for each category add up to 100%.
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figure 1.66
NUMBer Of JOBs (cOUNteD as fte) traNsfOrMeD BY iPa (% Of resPONses)

figure 1.67
iPa techNOlOGies aPPlieD iN BUsiNess services ceNters iN POlaND  
(% Of resPONDeNts WhO DeclareD theY Use a GiveN techNOlOGY)

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

Robotic Process Automation

 Machine Learning

 Natural Language Processing

 Video/Picture recognition

 Virtual Assistant / Chat Bot

89.5%

38.3%

16.5%

15.8%

32.3%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=72/73 companies)

The results for each category add up to 100%.
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5%
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35%

40%

45%

50%

Licensed (external RPA solutions where a license from 
an external provider is required) – number of process

Non-licensed (locally developed, in-house RPA solutions where  
a license from an external provider is not required)  
 – number of process
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=133 companies that have implemented IPA)

The results do not add up to 100.
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ABSL survey respondents also pointed out the main 
barriers to process automation at their centers in Poland. 
57% of respondents indicated inadequate data quality 
(e.g. lack of standardization, not enough data, etc.) 49% 
of companies indicated a lack of financial and time 
resources. 34% indicated a lack of internal compe-
tence in the area of implementing IPA. About 1/4 of 
companies pointed to either a lack of interest on the 
part of their clients or to their inability to use client data 
due to contractual restrictions or the general provisions 

of law (the regulatory barrier). 16% said there was a lack 
of ideas and skills for using advanced data analysis in a 
given business situation. Only 12% of companies said 
there was a lack of interest on the part of their parent 
company, and 6% pointed to a lack of external compe-
tence, i.e. of Polish technology companies specializing 
in IPA. 17% of respondents indicated other factors.

The most important other barriers 
to process automation indicated 
by ABSL survey respondents

a lack of a corporate strategy in this respect, overly complicated implementation 
procedures,

a lack of business rationale (transaction volume too low, meaning inadequate scale 
to justify implementation),

too many changes taking place simultaneously in the company and its surroundings 
(a lack of stability hinders the implementation of processes),

problems with client it infrastructure (it is often outdated and incompatible) or client 
expectations (conflicting points of view),

problems with system integration and management of changes,

difficulties in evaluating the effectiveness of solutions implemented and the high costs 
thereof,

attempts by it departments to take control over processes, issues of coordination 
between company departments,

mental barriers – a lack of trust in automatic processes, perception of these as still 
insufficiently mature,

a lack of the competence and skills needed to implement iPa (e.g. pertaining to UiPath) 
on the local labor market.
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figure 1.68
MaiN Barriers tO iMPleMeNtiNG iNtelliGeNt PrOcess aUtOMatiON iN POlaND  
(% Of resPONDeNts)

0

Insufficient data quality 
(e.g. no standardization, too little data, etc.) 56.7%

10% 20% 30% 40% 50% 60% 70%

49.2%

34.2%

24.1%

23.5%

16.6%

12.3%

6.4%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=187 companies)

The results do not add up to 100 because respondents could choose more than one response.

Lack of financial and time resources

Lack of internal competence in application of IPA

Lack of interest from customers

Not possible to use customers’ data due to 
contractual restrictions or general regulations

Lack of ideas and skills to translate advanced 
data analysis into business case

Lack of interest from parent company

Lack of external competences  
– i.e. Polish tech-firms specialised in IPA



office market
Poland is the largest economy in central and eastern europe, which directly translates 
into demand for office space. Currently, the modern office space available in the 
country’s major office markets (Warsaw, Kraków, Wrocław, the Tri-City, Katowice, 
Poznań, Łódź, Lublin and Szczecin) is approximately 11 million sq m in total. Polish cities 
are the top choice for companies considering establishing locations in major business 
centers and for commercial developers. Entities operating on the Polish market acquire 
additional space, while a number of newcomers to the Polish market also choose 
to begin operating on it using flexible workspace solutions. Secondary office markets 
like Białystok, Bydgoszcz, Kielce, Olsztyn, Opole, Radom, Rzeszów or Toruń are growing 
constantly and their standing compared to other cities is improving year after year.

2

Every major city in Poland is witnessing robust growth 
of the office market as Warsaw is experiencing record-
-high demand levels, Kraków is consistently named 
one of the best locations in Europe for companies 
in the business services sector, Wrocław is becoming 
a leading destination for R&D and computer gaming 
industries in Poland, and the Tri-City is deemed 
one of the best locations for work-life balance. 
Additionally, demand for offices in Katowice doubled 
compared to the previous year, while Poznań delivered 
an all-time high volume of office space, and Łódź 
crossed the threshold of 500,000 sq m in modern 
office stock. Many companies consider the other 
office markets in Poland to be perfect for their next 
locations as they expand their presence in Poland.

The driving force behind the growth of the market 
is the increasing demand for offices from both local 
and international companies. As a result, gross 
demand reached an impressive 1.6 million sq m 
in 2019, of which tenants from the business services 
sector generated 25%, and in regional markets 
alone, this represented more than half of the total 
take-up volume. This translates into 400,000 sq m of 
leased space across the country. In terms of rental 
conditions for office buildings located in Polish 
cities, prices have seen a slight uptick as a result 
of higher construction costs, but still remain attractive 
compared to other business centers in Europe.

Chapter content developed by: JLL

JLL is a Fortune 500 international consulting firm providing comprehensive services on the real estate market. 
JLL employs 91,000 professionals serving customers in more than 80 countries and 300 locations worldwide. 
For more information go to: www.jll.pl
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Source: JLL

11,000,000 sq m
Total of modern office space in Poland. 
The largest office market in CEE.

54%
Demand generated by business 
services centers outside Warsaw, 
25% including Warsaw.

1,600
lease agreements concluded in 2019.

1,600,000 sq m
Office space leased in 2019.

18
lease agreements concerning more than 
10,000 sq m in 2019.

9
Developed office markets.

1,700,000 sq m
Office space under construction.

10.50-15.50 €
Prime headline rates 
per sq m in the largest regional office 
markets; in Warsaw the upper band 
stands at € 24.

400,000 sq m
Office space leased by companies 
representing the business services  
sector in 2019.

650,000 sq m
Net office space absorption.

8.7%
vacancy rate in Poland.

figure 2.1
POlaND’s Office real estate MarKet iN 2020
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warsaw

Source: JLL

2019 saw an all-time high demand for office space 
in Warsaw (880,000 sq m transacted on). Notably, 
companies from the financial sector were responsible 
for 23% of the total demand for office space in Warsaw 
and an astonishing 42% in central parts of the city. 
The new supply in 2019 totalled 162,000 sq m in seven-
teen buildings. The largest new openings included 
Wola Retro (24,500 sq m by Develia), Moje Miejsce 
B1 (18,700 sq m by Echo Investment) and Generation 
Park Z (17,300 sq m by Skanska Property Poland). 
Currently, the under-construction pipeline total includes 
approximately 790,000 sq m of office space, to be 
completed by 2022. Notably, approximately 40% of that 
volume is already pre-leased. Two of the most spec-
tacular ongoing projects are the Warsaw Hub (three 

towers: two offices and one hotel, being developed 
by Ghelamco Poland) and Varso Place (including 
an office tower, which will become the tallest building 
in the EU, being developed by HB Reavis). The vacancy 
rate decreased to 7.8% in Warsaw (5.3% in central zones 
and 9.4% in non-central zones of the city), which is a 
year-on-year decrease of 0.9 percentage points. Such 
a vacancy rate results in scarce lease options in existing 
buildings, especially in the center, and encourages 
pre-letting; otherwise it is increasingly difficult to secure 
desired office space in completed projects. Prime 
rents in Warsaw are currently quoted at €18.0 to €24.0 
/ sq m / month, while prime assets in non-central 
areas lease for €11.0 to €16.0 / sq m / month.

Pipeline under construction

790,000 sq m

2019 gross take-up

880,000 sq m

Office stock

5,588,000 sq m

Vacancy

7.8%

Cost (sq m / month)  
(Prime / Average Rent) / Central

Cost (sq m / month)  
(Prime / Average Rent) / Central

18.0-24.0 € / 21.0 €

2019 completions

162,000 sq m

11.0-16.0 € 
13.0-15.0 €
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KraKÓw
Kraków has always been the most important office 
market in Poland behind Warsaw. Currently, approxi-
mately 227,000 sq m of office space is under construc-
tion. In 2018 new significant office stock was reported, 
with 155,200 sq m being delivered for use, and the 
largest new developments being Equal Business Park 
C, High 5ive 1&2 and O3 Business Campus III. In 2019, 
159,000 sq m of office space entered the market, 
with the largest new developments being Tischnera 
Office (32,800 sq m) and V. Offices (21,700 sq m). 
After an excellent 2018, when demand added up to 
208,800 sq m (32% of total demand in regional markets), 
take-up in Kraków in 2019 reached a record-breaking 
267,000 sq m with the most notable deals being 
a pre-let by UBS for 19,300 sq m in Fabryczna Office 

Park, a renewal by Motorola Solutions Systems in the 
Green Office property for 17,100 sq m and a pre-let by 
Sabre in the Tischnera Office property for 16,000 sq m. 
Since 2012, the vacancy rate has been relatively stable, 
remaining at approximately 5-6% (no other city in Poland 
had such positive market conditions). However, 
new supply in 2017 resulted in a slight increase in the 
vacancy rate to 9.8%. In Q4 2018, the rate decreased 
to 8.6%, only to register an uptick in 2019 (10.7%). Prime 
rents have been relatively stable in Kraków for the 
last five years. Due to increasing construction costs, 
prime headline rents rose recently and range between 
€13.5 and €15.5 / sq m / month, while average head-
line rents vary from €13.5 to €13.8 / sq m / month.

Pipeline under construction

227,000 sq m

2019 gross take-up

267,000 sq m

Office stock

1,417,000 sq m

Vacancy

10.7%

Cost (sq m / month)  
(Prime / Average Rent)

13.5-15.5 € 
13.3-13.5 €

2019 completions

159,000 sq m

Source: JLL
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wrocŁaw
In 2019, a record-breaking 147,000 sq m entered 
the market with the largest completion being 
the second phase of the Business Garden prop-
erty (76,800 sq m). Over 135,000 sq m of office 
space is currently under construction. In terms 
of demand, the market saw an all-time-high result 
of 169,500 sq m transacted on in 2017, largely 
due to numerous major leases. Largest transactions 
included a pre-let for 15,500 sq m by Credit Agricole 
in Business Garden, a renewal for 14,200 sq m by 
Credit Suisse in Grunwaldzki Center and a new contract 
for 13,100 sq m in Business Garden by Capgemini. 
In 2018, the positive market sentiment continued 
with 161,600 sq m transacted on and the largest 
deals being 17,800 sq m for IBM in Wojdyła Business 

Park, 17,000 sq m owner occupied by Santander, 
and 16,200 sq m for Nokia Solutions Networks 
in Green Towers. In 2019, demand amounted 
to 124,000 sq m, with the two largest deals being 
a pre-let and a renewal by GlobalLogic in Wrocławski 
Park Biznesu Strzegomska for 10,000 sq m and 
6,800 sq m, respectively. Wrocław remains a tenant-fa-
vorable market and occupiers can expect a certain level 
of incentive packages from the landlord, particularly 
when signing a pre-let deal. In early 2020, the vacancy 
rate was at 12.5%, but due to the limited office pipeline 
in Wrocław, the rate is expected to decrease in coming 
quarters. Prime headline rents in Wrocław amount 
to €13.5-€14.8 / sq m / month. Further increases 
are forecasted in the mid-term perspective.

Pipeline under construction

135,000 sq m

2019 gross take-up

124,000 sq m

Office stock

1,188,000 sq m

Vacancy

12.5%

Cost (sq m / month)  
(Prime / Average Rent)

13.5-14.8 € 
12.0-13.0 €

2019 completions

147,000 sq m

Source: JLL
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tri-city
The strong developer confidence in the Tri-City 
is constantly proved by the construction activity 
in the conurbation. Currently, there is approximately 
220,000 sq m of modern office space under development 
in the entire region. The most important completion 
in 2018 was Olivia Star (part of Olivia Business Center), 
an office tower and the tallest building in northern 
Poland, evidence of the robust growth of the Tri-City 
office market. In 2019, over 61,000 sq m of office space 
was completed. We estimate that modern office space 
in the Tri-City will cross the 1,000,000 sq m threshold 
after 2020. Demand for offices in the Tri-City continues 
to be on an upward trend. After a successful 2014, 
with 66,500 sq m transacted on, take-up in 2015 
and 2016 was at 107,000 sq m and 93,200 sq m, 
respectively. 2017 saw 113,200 sq m in leases signed, 
which is this market’s best-ever result. In 2018, 

take-up reached 84,400 sq m, with the largest single 
lease being 10,100 sq m for Sii in Olivia Business 
Centre. In 2019, demand stood at 101,000 sq m, with 
the largest deals being renewals and expansions 
by Nordea in Olivia Star for 10,800 sq m and Jeppesen 
Poland for 9,500 sq m in Arkońska Business Park. 
Sound take-up and net absorption figures registered 
in recent years caused a vacancy decrease to 11.1% 
at the end of 2016. In 2017-2019 there was a further 
fall in the vacancy rate, as a result of exceptional 
demand and robust expansion of firms present in the 
region, and it currently amounts to 4.9% (the lowest 
in Poland). In Q4 2016, prime headline rents stood at 
€12.75-€13.5 / sq m / month. Since Q1 2017, the upper 
rental band has increased by €0.5 and it currently 
ranges from €13.0 to €14.5 / sq m / month.

Pipeline under construction

220,000 sq m

2019 gross take-up

101,000 sq m

Office stock

839,000 sq m

Vacancy

4.9%

Cost (sq m / month)  
(Prime / Average Rent)

13.5-14.5 € 
13.5 €

2019 completions

61,000 sq m

Source: JLL
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PoZnaŃ
Despite being on the smaller side in terms of office 
stock, Poznań is a constantly evolving market. There 
is an established base of landmark office developments 
that have attracted some well-known and prestigious 
tenants. There are also numerous new projects that have 
broadened the options for tenants, which has resulted 
in the city’s steady development. Currently, Poznań is the 
fifth largest office market in Poland with approximately 
565,000 sq m of modern office stock. The market 
is growing at a steady pace, with 50,000 sq m under 
construction. 2017 was exceptional for Poznań, with 
take-up reaching 78,200 sq m, of which 25,500 sq m was 
contributed by Franklin Templeton Investments in Nowy 

Rynek. Office demand in Poznań reached 70,400 in 
2018. Poznań is also home to numerous international 
companies from the business services sector, such 
as GSK Services, MAN Accounting Center, the Roche 
Global IT Solutions Center and Sii, among others. In 2019, 
take-up reached 41,000 sq m. Gradual absorption 
of new office space pushed the city’s vacancy rate down 
to 7.3% at the end of 2018. In 2019, the rate increased 
to 10.8% due to record-breaking new supply. Similar 
to Katowice, prime headline rents increased in Poznań 
as a result of limited availability of new product and now 
range between €13.6 and €15 / sq m / month.

Pipeline under construction

50,000 sq m

2019 gross take-up

41,000 sq m

Office stock

565,000 sq m

Vacancy

10.8%

Cost (sq m / month)  
(Prime / Average Rent)

13.6-15.0 € 
13.0-13.5 €

2019 completions

86,000 sq m

Source: JLL
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Source: JLL

Katowice
Katowice is the largest city in and the capital of the 
Śląskie Voivodeship. Total office stock in the city 
now stands at 528,000 sq m, which makes Katowice 
the sixth largest office market in Poland. A further 
200,000 sq m is under construction. Katowice 
has reported increased developer activity following 
TDJ Real Estate’s decision to start the construction 
of the .KTW II tower. In 2019 three buildings were 
added to the stock, totaling 10,000 sq m. Demand 
in 2018 showed increased momentum with 
38,000 sq m leased. The largest deal signed in 2018 
involved a 6,300 sq m pre-let by Fujitsu Global Delivery 

Center Poland in .KTW I (newcomer to Katowice). In 2019, 
demand reached an astounding 85,000 sq m with 
the largest deals being a renewal of IBM in A4 Business 
Park (8,700 sq m) and a renewal of Unilever in Nowe 
Katowickie Centrum Biznesu (7,300 sq m). The vacancy 
rate on the Katowice market was subject to major fluctu-
ations in 2016, and in 2019 it decreased to 5.6%. Due to 
limited availability of new product in Katowice, the city 
has seen an increase in prime headline rents, which 
currently range from €13.6 to €14.5 / sq m / month.

Pipeline under construction

200,000 sq m

2019 gross take-up

85,000 sq m

Office stock

528,000 sq m

Vacancy

5.6%

Cost (sq m / month)  
(Prime / Average Rent)

13.6-14.5 € 
11.8-13.0 €

2019 completions

10,000 sq m
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ŁÓdŹ
Łódź is the seventh-largest market in Poland in terms 
of modern office stock. It is home to one of the most 
spectacular redevelopment and urban revitalization 
projects nationwide and is succeeding in this area. 
The New Center of Łódź has completely redefined 
the spirit of the city and brought it into the forefront 
of the nation’s modern cities. Commercial developers 
recognize the city’s potential, which is underlined by land 
purchase transactions involving international giants 
such as Ghelamco Poland, Skanska Property Poland, 
HB Reavis (who chose Łódź as the location of its first 
project outside Warsaw), Echo Investment and many 
others. In 2019, another 61,000 sq m were added to the 
stock (of which 25,500 sq m was Brama Miasta B). 
All the growth on the supply side of the market is a result 

of great interest in Łódź from both local and international 
companies. There has been a noticeable shift in the 
perception of the city, from a location with industrial 
heritage to a vibrant business hub offering high-quality 
talent and modern office spaces. In 2016 and 2017, 
various newcomers and robust growth by companies 
already present in the city resulted in Łódź’s spectacular 
performance. Sound development activity and robust 
demand resulted in a steady drop in the vacancy rate 
in Łódź, which amounted to 11.2% at the end of 2019. 
In terms of rental conditions, Łódź remains one of 
the most competitive markets. Currently, prime headline 
rents range between €12.0 and €14.0 / sq m / month.

Pipeline under construction

77,000 sq m

2019 gross take-up

53,000 sq m

Office stock

528,000 sq m

Vacancy

11.2%

Cost (sq m / month)  
(Prime / Average Rent)

12.0-14.0 € 
12.5 €

2019 completions

61,000 sq m

Source: JLL
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luBlin
Lublin is the eighth-largest office market in Poland 
with over 191,000 sq m in total modern office stock 
and still shows room for growth: an additional 
54,000 sq m are planned to be added to the stock in the 
next few years. In 2019, take-up volume was reported 
at almost 9,000 sq m. The biggest lease agreements 
signed in 2019 in Lublin were a new deal by Santander 
in CZ Office Park A for 4,700 sq m, a pre-let for 
1,000 sq m by Predica in Gray Office and a new deal 
by Strabag for 900 sq m in Point 75. The main players 
on the local market are companies from sectors such 

as banking, finance and insurance but companies from 
the business services sector and IT are also gaining 
prominence. The vacancy rate is also decreasing 
and, at the beginning of 2020, the vacancy rate 
in Lublin stood at 9.3%, which positions Lublin as a 
tenant-favorable office market. Prime office headline 
rents for modern office space in Lublin currently 
range from €10.5 to €11.5 / sq m / month. Rents 
and service charges are still often quoted in PLN.

Pipeline under construction

0 sq m

2019 gross take-up

9,000 sq m

Office stock

191,000 sq m

Vacancy

9.3%

Cost (sq m / month)  
(Prime / Average Rent)

10.5-11.5 € 
10.0 €

2019 completions

0 sq m

Source: JLL
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sZcZecin
The office market in Szczecin is the smallest of the major 
office markets in Poland but it stands out as the city with 
the lowest vacancy rate, which stood at a mere 5.8% 
at the beginning of 2020. Currently, the city’s modern 
office stock stands at 181,000 sq m, with another 
19,000 sq m of office space (from three buildings 
combined) under construction, with the largest project 
under construction being the Hanza Tower (12,000 sq m). 
The projects under construction are planned to be 
completed by the end of 2020. In 2019, five office build-
ings were added to the market, with the largest devel-
opment being Posejdon (18,100 sq m). The take-up of 
office space in Szczecin in 2019 was at 14,000 sq m, 

with the largest transactions being the renewal of Urząd 
Marszałkowski Województwa Zachodniopomorskiego 
in Atrium Katedra and a new deal of Concernix 
in Posejdon (each concerned 3,000 sq m). The main 
tenant groups in Szczecin are companies representing 
sectors such as finance, insurance and IT. It is worth 
noting that companies from the business services sector 
are the most active in terms of the volume of space 
they lease. Prime office headline rents for modern office 
space in Szczecin currently range from €11.5 to €14 
/ sq m / month. In refurbished tenements and older 
office buildings, the rents may be given in PLN.

Pipeline under construction

19,000 sq m

2019 gross take-up

14,000 sq m

Office stock

181,000 sq m

Vacancy

5.8%

Cost (sq m / month)  
(Prime / Average Rent)

11.5-14.0 € 
12.0 €

2019 completions

23,000 sq m

Source: JLL
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Rzeszów Bydgoszcz Kielce Białystok Toruń Olsztyn Opole Radom

Total stock (sq m) 112,200 88,000 64,600 67,100 56,700 42,100 44,200 29,200

Vacancy rate (%) 11.5% 9.1% 4.4% 5.7% 9.1% 17.2% 14.8% 5.0%

Completions 2019 (sq m) 6,800 4,000 0 4,100 0 2,300 1,000 3,300

Under construction 
(sq m) 13,000 22,000 0 0 3,000 8,000 2,000 0

Prime rental band  
(€ / sq m / month) 9.0-13.0 8.0-13.0 9.5-10.5 9.0-14.0 9.0-10.0 8.5-10.0 8.0-11.0 8.5-11.0

Source: JLL

table 2.1
DevelOPiNG Office lOcatiONs iN POlaND

Real estate solutions tailored to your challenges
 
office re-entry & workplace optimization 
renegotiations | lease vs own advisory 
location advisory | flexible office solutions

Contact us at reimagine@officefinder.pl
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flexiBle office sPaces and  
sustainaBle develoPMent
Rapid growth of the flexible office sector is one of the 
hottest trends on the office market. 2019 saw a 29% 
increase of flex stock in the 24 largest European 
office locations in 2019. Currently, flex volume 
amounts to 5.5 million sq m and represents 2.3% 
of total European office stock. Poland is one of the 
leaders of that growth. Warsaw is ranked the 7th 
biggest flex city in Europe, and only 27th in terms 
of total office stock. The development of the sector 
in Poland was the fastest in the last few years. 
In 2015-2019, flexible office stock grew over five 
times. At the end of 2019, the volume of operating 
flexible spaces reached over 240,000 sq m in 
the major business hubs (Warsaw, Kraków, Wrocław, 
the Tri-City, Katowice, Poznań and Łódź), of which 
almost 70% were located in Warsaw.

Naturally, as the capital and the most important 
business destination in the country, Warsaw 
is the largest flexible market in Poland. After 
a phenomenal 2018, when almost every large-
scale office building in the pipeline already 
had in place a pre-let agreement with a flexible 
office provider (such as WeWork in Mennica Legacy 
for 14,200 sq m or CiC in Varso Tower for 13,500 sq m), 
we noted a slight slowdown of the sector’s growth 
in 2019. It is mostly due to the decreasing number 
of new office projects in the city that do not already 
have a flex operator as one of their tenants. 

Flex providers are more and more willing to bring 
their business to regional markets. In 2019 alone, 
they leased almost 32,000 sq m (of which over 
19,000 sq m was in Kraków) of office space, which 
represented 133% of the total 2018 volume. One of 
the most active operators this year was New Work, 
who decided to expand its business beyond 
Warsaw, in Łódź (in Hi Piotrkowska and Imagine) 
and in Kraków (in Bonarka for Business). One of 
the most interesting examples is Spaces, who entered 
the Katowice market and leased the former historic 
headquarters of the Silesian Insurgents Association. 

Currently, the largest flexible office operators 
in Poland in terms of stock are IWG (Regus 
and Spaces, 22% of the total flex stock), WeWork 
(12%), Business Link, CitySpace, New Work 
and Rise.pl (6% each). Some of these operators 
are present in many markets across Poland. However, 
there are few examples of local providers devel-
oping their business in a single city. One of them 
is the above-mentioned Rise.pl, who signed four 
new deals in Kraków in 2019, namely for the 
Fabryczna Office Park, Imperial Business Center, 
Centrum Biurowo-Finansowe Kurniki 9 and Galileo.
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Another important trend that has been observed 
on the market for a while is the popularity of green, 
sustainable solutions. This concerns various 
segments of the market. It includes green certifi-
cation systems for buildings (the most common 
ones in Poland are BREEAM, LEED and WELL), 
which are more and more important for both 
investors and occupiers. It includes various 
placemaking efforts introduced by developers 
as well as initiatives taken by tenants them-
selves. Awareness of the need for such actions 

is constantly growing and offices are a part of that 
movement. Green solutions are also increasingly 
important for employees who want to work in an 
environmentally-friendly workplace. It is about 
the ergonomics of the workplace, greenery in the 
office and its surroundings and all the building 
systems and architecture that can be eco-friendly. 
Man and the environment are at the center 
of office design to deliver the best possible 
experience to those working in an office setting.
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figure 3.1
cOMParisON Of actUal aNNUal GrOss Base salaries BetWeeN POlaND aND eUrOPeaN  
cOUNtries at DiffereNt JOB levels

Executives

Management

Specialist

Junior Specialist

Source: surveys Mercer 2019

Salaries in Poland are still competitive compared 
to Western European countries. Pay gap 
is significant, especially at the lower job levels.
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table 3.1
cOMParisON Of actUal MONthlY GrOss Base salaries iN the BPO/ssc/it/r&D sectOr iN POlaND 
aND Other cOUNtries iN the reGiON (iN eUr)

Job level Base salary 25th percentile Base salary mean Base salary median Base salary 75th percentile

Manager 3,522 4,220 4,130 4,775

Team Leader 2,063 2,478 2,467 2,775

Senior Specialist 1,463 1,813 1,705 2,041

Junior Specialist 936 1,108 1,087 1,269

Manager 2,236 2,873 2,779 3,410

Team Leader 1,256 1,825 1,588 2,222

Senior Specialist 1,110 1,476 1,344 1,759

Junior Specialist 592 819 726 1,029

Manager 4,042 4,616 4,465 4,854

Team Leader 1,891 2,412 2,313 2,834

Senior Specialist 1,892 2,109 2,008 2,405

Junior Specialist 1,137 1,375 1,213 1,507

Manager 3,262 3,805 3,675 4,279

Team Leader 1,684 2,158 2,029 2,465

Senior Specialist 1,435 1,806 1,717 2,070

Junior Specialist 789 1,066 1,000 1,231

Manager 3,497 3,911 4,004 4,194

Team Leader 1,922 2,266 2,101 2,652

Senior Specialist 1,199 1,590 1,515 1,845

Junior Specialist 766 950 966 1,118

Sources: Mercer 2019 Poland SSC Survey, Mercer 2019 Bulgaria TRS Survey, Mercer 2019 Czech Republic SSC Survey, Mercer 2019 Hungary 
TRS Survey, Mercer 2019 Romania SSC Survey

1 PLN = 0.2344 EUR

1 BGN = 0.5113 EUR

1 RON = 0.2092 EUR

1 HUF = 0.003 EUR

1 CZK = 0.0396 EUR

Currency exchange rates
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figure 3.2
PerceNtaGe Of tOtal reMUNeratiON cateGOriZeD BY Base salarY, GUaraNteeD allOWaNces, 
BONUses, lONG-terM reMUNeratiON aND BeNefits

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

Base salary

Guaranteed allowances

Variable bonus and commission

Long-term incentives

Benefits

45%

In working on a transition business case and comparing 
salaries, we must not focus only on base salaries. 
Guaranteed allowances, bonuses and benefit levels 
vary greatly in countries worldwide. In India, the base 
salary typically accounts for only 45% of the total 

remuneration of a senior specialist. In Poland 7% 
of the total remuneration is provided as a bonus 
and 5% are benefits. Only 0.5% is provided as a 
guaranteed allowance or long-term remuneration.

37% 7%
1%

10%

82%
1%

5% 12%

79% 17%
2%2%

91% 4%5%

79% 7%8%7%

82% 11%
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6%

88% 3%9%

87% 5%7%

India
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Sweden

Germany

Romania
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Source: Based on Mercer 2019 Remuneration Surveys

REMUNERATION MIX – Senior Specialist
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figure 3.3
reGiONal PaY DiffereNtials iN POlaND (all sectOrs)
comparison of average annual base salaries in Poland’s regions, where the average for Poland is 100%. the table is based on an 
analysis of actual remuneration of over 206,000 employees from 582 organizations in Poland in 2019.
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Source: Mercer 2019 Poland SSC Survey

Compensation levels in Poland vary  
and the highest are likely in the capital  
city of Warsaw.
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figure 3.4
reGiONal PaY DiffereNtials iN the BPO/ssc/it/r&D sectOr iN POlaND
comparison of annual base salaries in selected cities to the average salary in a given area in Poland at the specialist level.

Source: Mercer 2019 Poland SSC Survey

Compensation levels in the BPO/SSC/
IT/R&D sector in Poland vary. They are not only 
affected by location, but also by the competitive envi-
ronment and demand for specialists in a given field.
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All job families Mean Median Mean Median Mean Median Mean Median

Head of Center 9,066 8,372 10,516 9,712 9,398 8,679 9,005 8,316

Manager 4,220 4,130 4,896 4,791 4,375 4,281 4,192 4,102

Team Leader 2,478 2,467 2,875 2,861 2,569 2,557 2,462 2,450

Senior Specialist 1,813 1,705 2,103 1,978 1,880 1,768 1,801 1,694

Specialist 1,204 1,228 1,396 1,424 1,248 1,273 1,196 1,220

Junior Specialist 1,025 1,014 1,189 1,176 1,063 1,051 1,018 1,007

Banking and Finance Mean Median Mean Median Mean Median Mean Median

Manager 4,399 3,914 5,322 4,736 4,575 4,070 4,575 4,070

Team Leader 2,321 2,226 2,809 2,693 2,414 2,315 2,414 2,315

Senior Specialist 1,551 1,422 1,876 1,721 1,613 1,479 1,613 1,479

Specialist 1,048 1,064 1,268 1,288 1,090 1,107 1,090 1,107

Junior Specialist 764 764 925 925 795 795 795 795

Contact Center Mean Median Mean Median Mean Median Mean Median

Manager 4,575 4,070 4,575 4,070 4,342 3,853 4,342 3,853

Team Leader 2,414 2,315 2,414 2,315 2,255 2,149 2,255 2,149

Senior Specialist 1,613 1,479 1,613 1,479 1,530 1,519 1,530 1,519

Specialist 1,090 1,107 1,090 1,107 1,407 1,251 1,407 1,251

Junior Specialist 795 795 795 795 1,065 1,073 1,065 1,073

Content Development Mean Median Mean Median Mean Median Mean Median

Manager 4,342 3,853 4,426 4,676 4,426 4,676 4,426 4,676

Team Leader 2,255 2,149 2,372 2,372 2,372 2,372 2,372 2,372

Senior Specialist 1,530 1,519 2,066 1,712 2,066 1,712 2,066 1,712

Specialist 1,407 1,251 1,346 1,346 1,346 1,346 1,346 1,346

Junior Specialist 1,065 1,073 1,146 1,111 1,146 1,111 1,146 1,111

Data Management, 
Processing and Analytics

Mean Median Mean Median Mean Median Mean Median

Manager 4,426 4,676 4,426 4,676 4,409 4,547 4,225 4,357

Team Leader 2,372 2,372 2,372 2,372 2,548 2,420 2,442 2,319

Senior Specialist 2,066 1,712 2,066 1,712 2,127 1,993 2,038 1,909

Specialist 1,346 1,346 1,346 1,346 1,003 1,003 961 961

Junior Specialist 1,146 1,111 1,146 1,111 808 808 774 774

Finance and Accounting Mean Median Mean Median Mean Median Mean Median

Manager 4,225 4,357 4,225 4,357 4,225 4,357 4,225 4,357

Team Leader 2,442 2,319 2,442 2,319 2,442 2,319 2,442 2,319

Senior Specialist 2,038 1,909 2,038 1,909 2,038 1,909 2,038 1,909

Specialist 961 961 961 961 961 961 961 961

Junior Specialist 774 774 774 774 774 774 774 774

table 3.2
actUal MONthlY GrOss Base salaries iN the BPO/ssc/it/r&D sectOr iN POlaND (iN eUr)
the table is based on an analysis of actual remunerations of over 46,000 employees from 145 BPO/ssc/it/r&D organizations 
in Poland in 2019. Detailed data for the selected cities was prepared on the basis of regional pay differences.

Poland warsaw Kraków wrocŁaw
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Human Resources Mean Median Mean Median Mean Median Mean Median

Manager 4,317 4,204 4,317 4,204 4,317 4,204 4,317 4,204

Team Leader 2,321 2,216 2,321 2,216 2,321 2,216 2,321 2,216

Senior Specialist 1,695 1,628 1,695 1,628 1,695 1,628 1,695 1,628

Junior Specialist 1,071 1,120 1,071 1,120 1,071 1,120 1,071 1,120

IT Infrastructure 
and Applications

Mean Median Mean Median Mean Median Mean Median

Manager 4,577 4,640 4,577 4,640 4,577 4,640 4,577 4,640

Team Leader 2,999 2,951 2,999 2,951 2,999 2,951 2,999 2,951

Senior Specialist 2,280 2,162 2,280 2,162 2,280 2,162 2,280 2,162

Specialist 1,369 1,229 1,369 1,229 1,369 1,229 1,369 1,229

Junior Specialist 1,260 1,131 1,260 1,131 1,260 1,131 1,260 1,131

Marketing Mean Median Mean Median Mean Median Mean Median

Manager 4,167 4,539 4,834 5,265 4,320 4,705 4,320 4,705

Team Leader 3,188 3,188 3,698 3,698 3,305 3,305 3,305 3,305

Senior Specialist 2,301 2,318 2,669 2,689 2,385 2,403 2,385 2,403

Specialist 1,946 1,961 2,258 2,275 2,018 2,033 2,018 2,033

Junior Specialist 1,658 1,619 1,923 1,878 1,718 1,678 1,718 1,678

Operations Enablement 
and Strategy

Mean Median Mean Median Mean Median Mean Median

Manager 4,320 4,705 4,320 4,705 4,651 4,981 4,651 4,981

Team Leader 3,305 3,305 3,305 3,305 2,917 2,917 2,917 2,917

Senior Specialist 2,385 2,403 2,385 2,403 1,747 1,650 1,747 1,650

Specialist 2,018 2,033 2,018 2,033 1,477 1,395 1,477 1,395

Junior Specialist 1,718 1,678 1,718 1,678 1,258 1,152 1,258 1,152

Supply Chain 
and Logistics

Mean Median Mean Median Mean Median Mean Median

Manager 4,651 4,981 4,651 4,981 4,651 4,981 4,651 4,981

Team Leader 2,917 2,917 2,917 2,917 2,917 2,917 2,917 2,917

Senior Specialist 1,747 1,650 1,747 1,650 1,747 1,650 1,747 1,650

Specialist 1,477 1,395 1,477 1,395 1,477 1,395 1,477 1,395

Junior Specialist 1,258 1,152 1,258 1,152 1,258 1,152 1,258 1,152

Poland warsaw Kraków wrocŁaw

Source: Mercer 2019 Poland SSC Survey

1 PLN = 0.2344 EUR

Currency exchange rate

Manager team of up 50 people (Team Leaders’ manager)

Team Leader 5-15 subordinates

Senior Specialist minimum of 4 years’ experience

Specialist 2-4 years’ experience

Junior Specialist up to 2 years’ experience, entry level position
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All job families Mean Median Mean Median Mean Median Mean Median

Head of Center 8,401 7,758 7,676 7,088 8,038 7,423 9,489 8,763

Manager 3,911 3,827 3,573 3,497 3,742 3,662 4,417 4,323

Team Leader 2,296 2,286 2,098 2,088 2,197 2,187 2,594 2,582

Senior Specialist 1,680 1,580 1,535 1,444 1,608 1,512 1,898 1,785

Specialist 1,116 1,138 1,019 1,040 1,067 1,089 1,260 1,285

Junior Specialist 950 939 868 858 909 899 1,073 1,061

Banking and Finance Mean Median Mean Median Mean Median Mean Median

Manager 4,267 3,796 3,959 3,522 3,739 3,327 4,355 3,875

Team Leader 2,252 2,159 2,089 2,003 1,973 1,892 2,298 2,204

Senior Specialist 1,504 1,380 1,395 1,280 1,318 1,209 1,535 1,408

Specialist 1,017 1,032 943 958 891 905 1,038 1,054

Junior Specialist 741 741 688 688 650 650 757 757

Contact Center Mean Median Mean Median Mean Median Mean Median

Manager 4,267 3,796 3,959 3,522 3,739 3,327 4,355 3,875

Team Leader 2,252 2,159 2,089 2,003 1,973 1,892 2,298 2,204

Senior Specialist 1,504 1,380 1,395 1,280 1,318 1,209 1,535 1,408

Specialist 1,017 1,032 943 958 891 905 1,038 1,054

Junior Specialist 741 741 688 688 650 650 757 757

Content Development Mean Median Mean Median Mean Median Mean Median

Manager 3,535 3,736 3,230 3,413 3,383 3,574 3,993 4,219

Team Leader 1,895 1,895 1,732 1,732 1,813 1,813 2,141 2,141

Senior Specialist 1,651 1,368 1,508 1,250 1,579 1,309 1,864 1,545

Specialist 1,075 1,075 982 982 1,029 1,029 1,214 1,214

Junior Specialist 916 888 837 811 876 849 1,034 1,003

Data Management, 
Processing and Analytics

Mean Median Mean Median Mean Median Mean Median

Manager 3,941 4,065 3,601 3,714 3,771 3,889 4,452 4,591

Team Leader 2,278 2,163 2,081 1,976 2,179 2,070 2,573 2,443

Senior Specialist 1,901 1,781 1,737 1,627 1,819 1,704 2,147 2,012

Specialist 896 896 819 819 858 858 1,012 1,012

Junior Specialist 722 722 660 660 691 691 816 816

Finance and Accounting Mean Median Mean Median Mean Median Mean Median

Manager 4,159 3,983 3,858 3,696 3,644 3,490 4,244 4,065

Team Leader 2,413 2,320 2,239 2,153 2,114 2,033 2,463 2,368

Senior Specialist 1,709 1,552 1,585 1,440 1,497 1,360 1,744 1,584

Specialist 1,198 1,170 1,111 1,086 1,049 1,026 1,222 1,195

Junior Specialist 991 976 919 906 868 856 1,011 997

tri-city Łódź Katowice Poznań

table 3.3
actUal MONthlY GrOss Base salaries iN the BPO/ssc/it/r&D sectOr iN POlaND (iN eUr)
the table is based on an analysis of actual remunerations of over 46,000 employees from 145 BPO/ssc/it/r&D organizations 
in Poland in 2019. Detailed data for the selected cities was prepared on the basis of regional pay differences.
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Human Resources Mean Median Mean Median Mean Median Mean Median

Manager 4,101 3,994 3,324 3,237 3,842 3,742 4,101 3,994

Team Leader 2,205 2,106 1,787 1,707 2,066 1,973 2,205 2,106

Senior Specialist 1,611 1,547 1,305 1,254 1,509 1,449 1,611 1,547

Junior Specialist 1,017 1,064 824 862 953 997 1,017 1,064

IT Infrastructure 
and Applications

Mean Median Mean Median Mean Median Mean Median

Manager 3,936 3,990 3,982 4,036 4,210 4,268 5,492 5,567

Team Leader 2,579 2,538 2,609 2,568 2,759 2,715 3,599 3,542

Senior Specialist 1,961 1,859 1,983 1,881 2,097 1,989 2,736 2,594

Specialist 1,178 1,057 1,191 1,070 1,260 1,131 1,643 1,475

Junior Specialist 1,084 973 1,096 984 1,159 1,041 1,512 1,358

Marketing Mean Median Mean Median Mean Median Mean Median

Manager 3,861 4,206 3,528 3,843 3,695 4,025 4,361 4,751

Team Leader 2,954 2,954 2,699 2,699 2,827 2,827 3,337 3,337

Senior Specialist 2,132 2,148 1,948 1,963 2,040 2,056 2,408 2,427

Specialist 1,804 1,817 1,648 1,660 1,726 1,739 2,037 2,052

Junior Specialist 1,536 1,500 1,403 1,371 1,470 1,435 1,735 1,695

Operations Enablement 
and Strategy

Mean Median Mean Median Mean Median Mean Median

Manager 4,158 4,453 3,799 4,068 3,978 4,261 4,696 5,029

Team Leader 2,608 2,608 2,383 2,383 2,495 2,495 2,945 2,945

Senior Specialist 1,561 1,475 1,427 1,347 1,494 1,411 1,763 1,666

Specialist 1,321 1,247 1,207 1,140 1,264 1,193 1,492 1,409

Junior Specialist 1,125 1,030 1,028 941 1,076 985 1,270 1,163

Supply Chain 
and Logistics

Mean Median Mean Median Mean Median Mean Median

Manager 3,776 3,806 3,450 3,477 3,613 3,642 4,265 4,299

Team Leader 2,465 2,408 2,252 2,200 2,358 2,304 2,784 2,720

Senior Specialist 1,649 1,606 1,507 1,467 1,578 1,537 1,862 1,814

Specialist 1,001 939 915 858 958 899 1,131 1,061

Junior Specialist 903 862 825 788 864 825 1,020 974

tri-city Łódź Katowice Poznań

Source: Mercer 2019 Poland SSC Survey

1 PLN = 0.2344 EUR

Currency exchange rate

Manager team of up 50 people (Team Leaders’ manager)

Team Leader 5-15 subordinates

Senior Specialist minumum of 4 years’ experience

Specialist 2-4 years’ experience

Junior Specialist up to 2 years’ experience, entry level position
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figure 3.5
PaY DiffereNtials iN the BPO/ssc/it/r&D sectOr iN POlaND at sPecialist  
aND MaNaGeMeNt levels

table 3.4
actUal MONthlY GrOss Base salaries fOr iN-DeMaND sPecialist JOBs iN the BPO/ssc/
it/r&D sectOr iN POlaND (iN eUr)

Job title Base salary mean Base salary median

Accounts Payable / Receivable – Specialist 1,997 1,740

General Revenue Accounting and Reconciliation – Specialist 2,614 2,461

Other Finance and Accounting – Specialist 2,795 3,051

HR Operations and Employee Data Management – Specialist 2,281 2,117

Payroll – Specialist 3,001 2,664

Learning and Development Support Services – Specialist 2,466 2,475

IT Applications Development – Specialist 3,436 3,275

IT Business Analysis – Specialist 3,087 3,045

IT Systems Software Development – Specialist 3,314 3,456

Order Management – Senior Professional 1,590 1,510

Sourcing and Procurement – Senior Specialist 2,170 2,215

Supply Chain Planning – Senior Specialist 1,969 2,011

1 PLN = 0.2344 EUR

Currency exchange rate

Source: Mercer 2019 Poland SSC Survey.

 
IT
Management +17%
Specialist +19%

Contact 
Center
Management -13%
Specialist 0%

Banking and  
Finance
Management +4%
Specialist +5%

Finance and 
Accounting
Management +3%
Specialist -5%

Supply Chain 
and Logistics
Management -4%
Specialist +2%

Human 
Resources
Management +3%
Specialist -3%

Source: Mercer 2019 Poland SSC Survey

IT is the highest-paid job family in Poland’s  
SSC/GBS centers, with Contact Center jobs  
being the lowest-paid.
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table 3.5
actUal salarY iNcreases aWarDeD iN the BPO/ssc/it/r&D sectOr iN POlaND iN 2019*

Source: Mercer 2019 Poland SSC Survey

* Based on all responses, including zeros.

More than half the organizations in Poland conduct 
salary reviews in January and April, of which 21% specify 
January and 42% specify April. Individual performance 
is the most common criterion for a salary increase  
(95% of organizations surveyed).  

95% of organizations in 2019 awarded salary 
increases and only 5% made no changes to salaries. 
No organization decided to reduce salaries. 

25th percentile Median Average 75th percentile

Total 3.3% 4.5% 4.6% 5.3%

Head of Center 2.5% 3.6% 3.6% 4.5%

Managers and Team Leaders 3.4% 4.5% 4.8% 5.5%

Specialist 3.3% 4.5% 4.8% 5.4%

Junior Specialist 3.0% 4.0% 4.6% 5.4%

figure 3.6
tUrNOver aND salarY iNcreases iN the BPO/ssc/it/r&D sectOr iN POlaND iN Q1 2020

Source: Mercer Shared Services Spot poll – data as on April 1, 2020

13.3% Overall voluntary turnover

3.0% Overall involuntary turnover

4.5% Overall budgeted salary 
increases for 2020

4.5% Overall forecasted salary 
increases for 2021
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figure 3.7
salarY iNcreases iN the BPO/ssc/it/r&D sectOr BUDGeteD fOr 2020 aND fOrecasteD fOr 2021

Source: Mercer Shared Services Spotpoll – data effective as of April 1, 2020

table 3.6
tYPical salarY iNcreases WheN PrOMOtiNG tO a hiGher level

Source: Mercer Total Remuneration Survey Poland 2019

25th percentile Average Median 75th percentile

Management 10.0% 15.3% 14.8% 20.0%

Team Leader 10.0% 14.4% 15.0% 20.0%

Specialist 10.0% 13.0% 11.0% 15.3%

Junior Specialist 10.0% 12.7% 10.0% 15.0%

wrocław

5.0%

4.5% 2021

2020

tri-city

3.8%

4.1% 2021

2020

Poznań

5.0%

4.5% 2021

2020

Łódź

4.1%

4.0% 2021

2020

Kraków

4.6%

5.0% 2021

2020

Katowice

5.7%

5.0% 2021

2020

warsaw

4.3%

3.5% 2021

2020

Poland

4.5%

4.5% 2021

2020
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language Bonuses Per Month
figure 3.8
laNGUaGe allOWaNces

73% of organizations in the BPO/SSC/IT/R&D sector in Poland differentiate 
salaries depending on the knowledge of foreign languages

30% of organizations alter the language allowance depending on the level 
of language proficiency

55% of organizations clearly communicate policy on language allowances

figure 3.9
MONthlY laNGUaGe allOWaNce DePeNDiNG ON the fOreiGN laNGUaGe – first laNGUaGe

Source: Mercer Shared Services Spotpoll – April 1, 2020

Source: Mercer Shared Services Spotpoll – April 1, 2020
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Fixed amount

% of monthly salary

table 3.7
MONthlY laNGUaGe allOWaNce DePeNDiNG ON the laNGUaGe – secOND fOreiGN laNGUaGe

25th percentile Average Median 75th percentile

As a % of base salary 12% 13% 12% 14%

As a fixed amount in PLN monthly 525 1,075 900 1,875

As a fixed amount in EUR monthly 123 252 211 440

1 PLN = 0.2344 EUR

Currency exchange rate

Source: Mercer Shared Services Spotpoll – April 1, 2020

24% of organizations offer the allowance for the second language

57% of organizations offer the allowance as a fixed amount

figure 3.10
fleXiBilitY at WOrK

19%Organizations that have a “hot-desking system”

85%Organizations that offer work from home

2%Organizations that provide a work-from-home 
allowance

2018

38%
91%
10%

2019

Source: Mercer Fancy Benefits Report 2019
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gender distriBution By eMPloyee grade
Women are in the majority in the BPO/SSC/IT/R&D sector 
in Poland, representing over 62% of the workforce. While 
as many as 70% of junior specialists are women, they 
account for only 48% of management-level roles. While 
68% of the organizations in the sector declare that diver-
sity and inclusion are part of their strategy, the average 

pay gap is 6.1%. The gender pay gap at entry-level 
positions is 3.4%, with 9.4% among managers.

The data in the table below is based on the actual data 
from over 36,000 employees from 126 organizations.

figure 3.11
GeNDer DistriBUtiON BY eMPlOYee level iN the BPO/ssc/it/r&D sectOr iN POlaND

Source: Mercer 2019 Poland SSC Survey

Manager

team leader

senior specialist

junior specialist

% of distribution

6.2%

9.4%

7.6%

3.4%

all employees
37.9% 62.1% 6.1%

% female % male Pay gap6.1%
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Chapter content developed by: Randstad Poland i Randstad Sourceright

Randstad Poland is one of the largest personnel consulting and staffing agencies. Combining our experts’ drive with 
the power of modern technologies, we strive to support people and organizations in realizing their true potential.

Randstad Sourceright is a global HR solutions leader supporting employers in building strategies for talent 
acquisition and human capital management. We continuously build and evolve solutions across recruitment 
process outsourcing (RPO), managed services programs (MSP), and integrated talent.

deMograPhic data

Population  
(total)

Working age  
population

Working and mobile 
age population*

Unemployment  
rate (%)

GZM** 2,249,568 1,341,164 819,023

Katowice 293,636 173,105 104,762 1.3

Warsaw 1,783,321 1,026,392 675,376 1.4

Kraków 774,839 460,423 303,246 2.2

Tri-City 750,229 435,037 278,718

Gdańsk 468,158 272,728 177,203 2.7

Sopot 35,827 19,867 12,090 2.0

Gdynia 246,244 142,442 89,425 2.7

Łódź 682,679 387,669 239,092 4.9

Wrocław 641,607 378,223 252,253 1.9

Poznań 535,802 313,096 206,111 1.4

Szczecin 402,067 236,234 148,830 3.0

Bydgoszcz 349,021 203,952 127,968 2.9

Lublin 339,770 200,235 127,673 5.3

Rzeszów 194,886 118,138 79,581 5.2

table 3.8
POPUlatiON, WOrKiNG aGe POPUlatiON aND UNeMPlOYMeNt rate iN the larGest BUsiNess 
services lOcatiONs iN POlaND

Source: Randstad on the basis of Central Statistical Office (population structure as on June 30, 2019; unemployment rate as on April 30,2020)

* age range contained within the working age bracket and including people (aged 18-44) who are able to move to a different position or place of work, or can 
re-train 
** Metropolis GZM: Będzin, Bieruń, Bobrowniki, Bojszowy, Bytom, Chełm Śląski, Chorzów, Czeladź, Dąbrowa Górnicza, Gierałtowice, Gliwice, Imielin, Katowice, 
Knurów, Kobiór, Lędziny, Łaziska Górne, Mierzęcice, Mikołów, Mysłowice, Ożarowice, Piekary Śląskie, Pilchowice, Psary, Pyskowice, Radzionków, Ruda 
Śląska, Rudziniec, Siemianowice Śląskie, Siewierz, Sławków, Sosnowiec, Sośnicowice, Świerklaniec, Świętochłowice, Tarnowskie Góry, Tychy, Wojkowice, 
Wyry, Zabrze and Zbrosławice

https://www.randstad.pl
https://www.randstadsourceright.com
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figure 3.12
NUMBer Of stUDeNts, GraDUates, aND cOlleGes aND UNiversities at selecteD lOcatiONs 
iN POlaND

educational Potential

szczecin

31,400
students

7,600 
Graduates

12
colleges and universities tri-city

76,500
students

20,100 
Graduates

20
colleges and universities

Bydgoszcz

28,200
students

7,900 
Graduates

7
colleges and universities

Poznań

101,800
students

25,400 
Graduates

24
colleges and universities

warsaw

215,800
students

51,800 
Graduates

69
colleges and universities

Kraków

129,300
students

37,400 
Graduates

21
colleges and universities

wrocław

106,800
students

28,200 
Graduates

25
colleges and universities

Łódź

63,700
students

16,400 
Graduates

21
colleges and universities

rzeszów

38,600
students

11,500 
Graduates

6
colleges and universities

Katowice 
and Metropolis gZM

24,000 
Graduates

17
colleges and universities

89,700
students

60,000
students

16,100 
Graduates

9
colleges and universities

lublin

Source: Randstad on the basis of National Information Processing Institute – National Research Institute: data from the POL-on information system 
on higher education; winter semester in the 2019/2020; as on December 31, 2019

Note. The student and graduate numbers are rounded to the nearest hundred. The student and graduate numbers are rounded and based on the actual 
location of the unit (faculty). The college and university numbers are based on the address of the home institution in selected cities.
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Source: Randstad on the basis of National Information Processing Institute – National Research Institute: data from the POL-on information system 
on higher education; winter semester in the 2019/2020 academic year; as at end of December 2019

figure 3.13
stUDeNts Of laNGUaGe, BUsiNess aND aDMiNistratiON, iNfOrMatiON aND cOMMUNicatiONs 
techNOlOGies aND techNical aND eNGiNeeriNG aND MeDical facUlties iN selecteD lOcatiONs 
iN POlaND

tri-city

szczecin

PoZnaŃ

5,982
8,421
6,925

20,306
10,478

Bydgoszcz

wrocŁaw

Katowice 
and Metropolis gZM

KraKÓw

Łódź

rZesZÓw

warsaw

lublin

information and communications technologies*

languages

technical and engineering

business and administration

medical

1,814
1,658
3,233
5,675
4,182

5,300
3,007
7,348

15,129
6,755

1,634
1,444
2,102
4,158
6,308

4,228
2,536
6,679
9,029

10,335

9,885
9,318

15,059
46,346

15,1146,472
6,128

12,024
21,099

8,061
5,133
5,351
8,127

13,386
16,122

8,899
7,478

15,400
20,584

7,984

2,243
1,678
5,019
7,091
3,174

2,999
3,203
3,820
6,869
9,946

Note. The data is rounded and based on the actual location of the unit (faculty).
* Together with a subgroup of interdisciplinary programs and qualifications covering information and communications technology.
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The overview was prepared by the Laboratory for Databases and Business Analytics Systems of the National 
Information Processing Institute – National Research Institute, which creates customized interactive reports 
and studies on the college and university sector, science and R&D policy. The laboratory team has a wide range 
of programming and analytical skills that enable it to fully support business processes. It includes database design 
and implementation, database integration (ETL process implementation) and multifaceted data analysis, among 
other things, using BI tools.

figure 3.14
NUMBer Of DOctOral stUDeNts BY area Of stUDY selecteD (2014-2019)

table 3.9
NUMBer Of DOctOral stUDeNts iN the last five Years iN POlaND

Source: Randstad on the basis of National Information Processing Institute – National Research Institute

Social science

Technical science

Medical science and health studies 
and physical activity studies

Science

Source: Randstad on the basis of National Information Processing Institute – National Research Institute

2014 2015 2016 2017 2018 2019

Number of doctoral students 42,498 42,899 42,777 41,021 38,928 33,529
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7,708
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5,884

4,900 4,937

4,139
4,160

3,788 3,646 3,699 3,757

2019

7,768

4,998

2,998

5 306
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table 3.10
NUMBer Of DOctOral stUDeNts BY sUBJect Of stUDY selecteD (2014-2019)

Source: Randstad on tha basis of National Information Processing Institute – National Research Institute

2014 2015 2016 2017 2018 2019

Automation and Robotics 453 359 294 300 298 210

Biochemistry 545 484 458 473 483 433

Biocybernetics and 
Biomedical Engineering 153 156 157 140 145 113

Biophysics 249 182 130 140 140 115

Biotechnology 399 337 320 323 325 251

Chemical Engineering 119 124 124 131 123 184

Chemical Technology 522 499 503 487 499 399

Chemistry 1,710 1,566 1,481 1,529 1,546 1,223

Cognitive Studies and 
Social Communication 21 25 27 28 28 24

Economics 2,413 2,017 1,710 1,524 1,322 952

Electrical Engineering 477 499 496 462 443 335

Linguistics 1,953 1,619 1,462 1,333 1,245 1,066

Management Studies 2,328 1,983 1,779 1,596 1,446 1,033

Manufacturing Engineering 65 95 99 108 115 81

Mathematics 455 415 431 396 382 345

Mechanical Engineering 1,055 1,055 1,032 1,034 1,028 758

Mechanics 362 358 335 304 320 230

Medical Biology 1,640 1,363 900 905 989 780

Medicine 2,508 2,385 2,054 2,158 2,365 1,836

Pharmaceutical Sciences 381 384 373 388 454 363

Physics 1,175 1,119 1,074 1,111 1,144 927

Telecommunications 209 163 143 145 139 107
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Source: Randstad on the basis of National Information Processing Institute – National Research Institute

figure 3.15
NUMBer Of DOctOral stUDeNts iN selecteD lOcatiONs iN POlaND (2019)
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warsaw Kraków wrocław tri-city gZM Łódź Poznań

elementary / 
limited working 14,573 7,158 3,824 1,955 2,891 1,577 1,665

professional working 2,732 1,474 720 342 442 282 271

full professional / 
native or bilingual 2,431 1,460 716 328 302 256 219

elementary / 
limited working 75,767 28,824 30,000 14,411 15,730 7,188 17,580

professional working 9,386 3,256 3,498 1,461 1,672 783 2,054

full professional / 
native or bilingual 5,104 1,809 1,843 850 938 344 1,037

elementary / 
limited working 33,083 13,691 8,054 4,980 4,137 3,237 5,010

professional working 5,151 2,398 1,241 663 546 482 659

full professional / 
native or bilingual 3,760 2,070 1,044 450 381 385 408

elementary / 
limited working 36,751 12,912 7,206 4,092 4,546 3,096 4,400

professional working 6,731 2,397 1,249 630 791 617 706

full professional / 
native or bilingual 5,120 1,935 915 430 466 494 455

 
 

elementary / 
limited working 3,713 1,791 899 1,548 526 563 695

professional working 675 316 142 311 81 87 124

full professional / 
native or bilingual 670 286 124 274 70 87 82

table 3.11
NUMBer Of POteNtial caNDiDates With selecteD fOreiGN laNGUaGes
The table was prepared on the basis of foreign language proficiency as declared on LinkedIn (total number of users in Poland  
– 3,345,431). the values shown depend on the popularity of linkedin in the various centers.

Source: Randstad on the basis of LinkedIn data
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Experience shows that proficiency in German 
has recently been highly sought after in job applicants 
in the business services sector. 

 

In the 2019-2020 winter semester, a total of nearly 
994 students in Wrocław were enrolled in a philology 
program with a major in German and/or German 
language studies, compared to 1,050 students 
in Kraków, 850 in Warsaw and 1,342 in Poznań.

table 3.12
PrOviDes a MOre DetaileD BreaKDOWN Of the NUMBer Of tiMes a PhilOlOGY PrOGraM With 
a MaJOr iN GerMaN aND/Or GerMaN laNGUaGe stUDies Was PUrsUeD, cateGOriZeD BY citY

Source: Randstad on the basis of National Information Processing Institute – National Research Institute: data from the POL-on information system 
on higher education; winter semester in the 2019-2020 academic year; as at end of December 2019

City Number of times major was pursued

Bydgoszcz 353

Gdańsk 449

Katowice and GZM 492

Kraków 1,050

Lublin 296

Łódź 204

Poznań 1,342

Rzeszów 267

Szczecin 627

Warsaw 473

Wrocław 994

The values may vary depending on the method of reporting education data. 
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eMerging roles in Poland’s Business 
services industry
The business services industry in Poland has achieved 
a certain level of maturity which enables companies 
to increase the complexity of delivered services. Poland 
has an established reputation among existing compa-
nies, as well as potential investors, as a country where 
advanced processes can be successfully executed. 
This is mainly due to the available (and still growing) 
skilled talent pool. In addition, increasing expectations 
for moving up the value chain of delivered processes 
that come from both employers and employees 
are natural drivers that support this trend.

Areas of focus for emerging roles cover Data 
Analysis, Artificial Intelligence, Risk, Business 
Transformation and Business Analysis, followed 
by Global Process Owners, a role for which 
many organizations are recruiting.

The following elements have been 
showcased for those roles:

 » definition
 » typical job titles
 » typical skills
 » upcoming skills — gap analysis
 » unique skills or non-traditional skills

Definition  
A brief description of the overall responsi-
bilities for this role in an organization.

Typical job titles  
The typical titles of the candidates in respective roles 
have been categorized. The title categories, shown 
in the following analysis, do not represent 100% 

of the titles for the roles. Only the major proportion 
of the titles have been showcased in the donut charts. 
For instance, some organizations give titles such 
as “business analyst,” while other organizations 
give titles such as “management consultant.”

Typical skills  
The top 10 typical skills have been identified 
for each role in the bar graph. The numbers represent 
the candidate pool for that particular skill. Below 
each graph, the overall candidate pool in the box is 
shown. Please note that this number is not the sum 
of the skill-wise candidates in the graph on the left. 
Based on these, companies can plan recruitment 
activities to target the candidates with these skills.

Upcoming skills — gap analysis 
The skills or techniques that these roles require 
going forward (depending on the evolution 
of the organizations) have been identified and are 
showcased in each bar graph. The numbers shown 
represent the number of candidates that currently 
have these skills. These are the skills companies 
want to hire or train in their organizations.

Unique skills or non-traditional skills  
Based on observations from the job postings 
in Poland, “non-traditional” skills have been iden-
tified based on skills that employers are seeking 
for each role. For instance, some employers 
ask for coding skills in a risk analyst job post. 
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data role

Data talent delivers value to their organizations by taking 
information about specific topics and then interpreting, 
analyzing and presenting findings in comprehensive 
reports. They also collect and store data on sales 
numbers, market research, logistics, linguistics 
and other behavior. They create reports with clear 
visualizations. They bring technical expertise 

to ensure the quality and accuracy of that data, then 
process design, and present it in ways to help people, 
businesses and organizations make better decisions.

The typical titles of these candidates can be broadly 
categorized based on the activities that they 
are responsible for. This includes data analysis, 
data engineering, data mining, data warehousing 
and more. The graph shown here showcases 
major categories of titles. Under each of these 
categories, there are further levels such as senior, 
developer, consultant, engineer and lead. 

All these major categories of titles comprise 
approximately 25% of the candidate pool as different 
organizations give varying titles to these candidates. 

Data Analyst – Senior, Business

Data Mining – Analyst, Specialist, Consultant

Data Scientist – Head, Specialist, Manager

Data Engineer – Senior, Lead

Data Warehouse – Specialist, Architect, 
Administrator, Consultant, Engineer, Analyst

0

10% 5% 4%

definition

typical titles

3% 2%
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Through the iterations of “data analysis” or “data 
science” skills, there are more than 102,000 candidates 
in Poland. The skills shown below are the top 10 
skills possessed by the candidates. These will help 
the organizations to understand which skills to look 

for while recruiting these candidates. Though Python 
and R are at the bottom of the list, they are growing 
to be more important technical skills for candidates.

top 10 skills – no. of candidates
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Upcoming skills for data professionals have been iden-
tified by research through using sources, such as ODSC 
Europe (Open Data Science Conference) and LinkedIn 
European Labor Market reports. Analysis shows that 
there are very few candidates in Poland with these skills, 
which are related to programming languages, libraries, 
scripting languages and more. The graph below shows 

the number of candidates with respect to each of the 
skills. Based on these skills, organizations can plan 
on hiring these skills or upskilling existing employees.

upcoming skills – gap analysis

total pool irrespective of skills: 102,900



Labor market and salaries
Business Services Sector in Poland 2020144

0

TensorFlow

Apache Spark

Keras

Kafka

Jupyter

Julia

PyTorch

R Shiny

Neo4j

D3.js

825

740

100 200 300 400 500 600 700

610

520

455

390

260

205

800 900

120

0

Through job posting analysis, non-traditional skills 
that some of the organizations are expecting 
from data candidates have been identified here. 
The candidates with these diverse sets of skills can drive 
multi-functional collaboration and multitasking. 

For instance, if these candidates are trained in process 
automation, they can also drive process standard-
ization and promote process improvement.

unique or ‘non-traditional’ skills

Process automation
Business Modeling

Project Management

customer experience

Process automation

algorithMs
risk Management

Product development

storytelling

Prototyping
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algorithMs

artificial intelligence role

Artificial Intelligence (AI) is a cognitive learning 
framework that can emulate human intelligence. 
AI alludes to frameworks or machines that copy 
human intelligence to perform functions and can 
iteratively develop themselves dependent on the data 

they gather. Techniques incorporate process learning, 
information processing, cognitive learning and self-in-
terpretation resulting in better decision-making.

The typical titles of these candidates can be broadly 
categorized into software engineer, software developer, 
data scientist, etc. The majority of the candidates have 
titles such as AI specialist, AI engineer, AI consultant, 
AI developer. All these titles make up more than 50% 
of the artificial intelligence candidate pool. Depending 

on the organization and the responsibilities, the titles 
given to these candidates vary accordingly.

Software Engineer

Software Developer

Artificial Intelligence – Engineer, Specialist, 
Consultant, Researcher, Devloper

Data Scientist

0

19% 18% 10%

definition
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There is candidate pool of more than 6,400 candidates, 
as identified through the iterations of “artificial 
intelligence” skills. The graph below showcases 
the top 10 skills that these candidates have. For each 
of these skills, the number of candidates available 
in Poland is indicated. Programming and Python 
are the two major skills possessed by candidates. 

Organizations can look out for these primary skills while 
planning to recruit artificial intelligence candidates. 
They can also play with the combination of the skills 
noted within the graph and mention these skills in job 
descriptions to maximize their candidate pools. 

top 10 skills – no. of candidates
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Drawing from sources such as LinkedIn European 
Labor Market reports and AI news articles, the following 
are the upcoming and necessary skills for artificial 
intelligence talent in the future. The graph that follows 

shows the number of candidates with respect to each 
skill. Based on these skills, organizations can plan 
on hiring these skills or upskilling existing employees.

upcoming skills – gap analysis

total pool irrespective of skills: 6,480
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The non-traditional skills that some organizations 
expect from these candidates are listed below. 
For instance, organizations may train these candi-
dates and on experimenting, they can build proof 

of concepts and build prototypes. All of these 
skills are interrelated, and organizations can really 
benefit if their AI talent is trained accordingly.

unique or ‘non-traditional’ skills

storyboarding
Proof of concePt

Business continuity Planning

customer experience

Process automation

experimenting
PrototyPing

experience design

sales and Marketing

software development
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Business analysis role

Business Analysis is the practice of enabling change 
in an organizational context by defining needs 
and recommending solutions that deliver value 
to stakeholders. This talent assesses an existing 
business and its systems to identify business needs 
and resolve business issues. They develop and monitor 
data quality metrics, and ensure business data 

and reporting needs are met. Strong technology, 
analytical and communication skills are must-have traits.

Titles of the candidates with business analysis skills 
can be broadly categorized into business analyst, 
business consultant, consultant business analyst, 
and others. All these broad categories account 
for more than 30% of the candidate pool. The majority 
of the candidates are titled business analysts. 

Many organizations tend to pick candidates based 
on their previous titles. With this approach, they 
might completely ignore other candidates whose 
titles are business consultant and BI analyst.

Business Analyst – Senior, Lead

Business Consultant

Consultant Business Analyst
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In Poland, there are more than 74,700 candidates 
identified through iterations of “business analysis” 
skills. The graph shows the top 10 skills among 
the candidate pool and number of candidates 
available in Poland for each of these skills. 

Based on these skills, organizations should look 
for functional expertise when recruiting these candi-
dates. These skills include project management, 
business planning, finance and others. As these 
candidates play an important role in business 
planning activities, organizations should also 
give importance to leadership skills.

top 10 skills – no. of candidates
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According to International Institute of Business Analysis, 
the following are the new skills or techniques that 
are necessary for candidates in the future. The graph 
that follows shows the number of candidates with 
respect to each of the skills. Based on these skills, 
organizations can plan on hiring or upskilling existing 
employees. With the current COVID-19 crisis, many 

organizations are going through considerable 
changes, and will need to stay agile in the evolving 
business conditions. Organizations can train or upskill 
business analysis candidates to ride this storm.

upcoming skills – gap analysis

total pool irrespective of skills: 74,750
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Some organizations organizations expect non-traditional 
skills from these candidates. Job posting analysis 
suggests that organizations should consider these 
skills when upskilling existing talent. For instance, 
if the organizations train business analysts 

in process designing, they can promote process 
improvement. Using these skills, business analysts 
can play a pivotal role in service management. 

unique or ‘non-traditional’ skills
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solution design

risK role

Risk talent in an organization evaluates financial 
documents, operational conditions, market scenarios 
and potential clients to help companies determine 
the level of risk involved in making a particular busi-
ness decision. They monitor internal and external 

data points that may affect the risk level of each 
decision. They also collaborate with other team 
members to effectively analyze and present data.

Research shows that typical titles for candidates 
with risk analysis skills are broadly categorized 
into risk analyst, risk manager, business risk 
analyst and other roles. All these broad categories 
account for more than 70% of the candidate pool. 

The organizations, while recruiting these candidates, 
can give importance to the previous titles as the 
majority of the candidates have “risk” in their titles.
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Based on iterations of “risk analysis” skills, there 
are more than 9,200 candidates in Poland. The graph 
shows the top 10 skills and candidates available for each 
of these skills. Functional skills play an important 
role in carrying out the responsibilities assigned 

to candidates in a risk analysis role, such as finance, 
banking and others. The combination of titles shown 
above, along with the skills shown in this section, 
will help organizations to recruit these candidates.

top 10 skills – no. of candidates
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Drawing from sources such as McKinsey, the following 
new skills and techniques are necessary for these 
candidates in the future. The graph below shows 
the number of candidates with respect to each 
of the skills. Based on these skills, the organization 
can plan on hiring or upskilling existing employees. 
For instance, with the current crisis situation, the risk 

analysis candidates can be trained in quantitative risk 
management, so that they can show the underlying 
risks in the business operations through data modeling, 
thereby promoting due diligence activities. 

upcoming skills – gap analysis

total pool irrespective of skills: 9,240
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In addition to the top 10 typical skills shown earlier, 
job posting analysis reveals desirable non-traditional 
skills. Depending on the current business scenario, 
organizations can train talent in any of these 
skills. For instance, training risk analysts in project 

management can enable them to play a key role 
in identifying risks in project roadmaps. This 
can ultimately promote continuous improvement.
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Business Transformation talent is responsible 
for leading and managing a portfolio of business 
change projects. They may manage all business 
change projects from inception, delivery to closure 
support across the life cycle of project delivery 
and benefits realization. The aim is to make changes 

to processes, people or systems (technology) 
to better align with business strategy and vision. 
Continuous improvement, change and transformation 
activities are fully handled by this talent.

Business transforMation role

The candidates in business transformation have titles 
that can be broadly categorized into project manager, 
business analyst, program manager and others. These 
categories account for approximately 25% of the candi-
date pool. While hiring these candidates, organizations 

should give importance to underlying skill sets, as there 
are many candidates in the industry with varying titles.

Project Manager
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More than 98,100 candidates have been identified 
through the iterations of “business transformation” skills 
in Poland. The graph below showcases the top 10 skills 
possessed by candidates in business transformation 
roles. Business transformation as a role has already 
evolved so much, and skills possessed by this candidate 

pool are very broad. While hiring these candidates, 
organizations have to assess current and future busi-
ness requirements, and consider candidates based 
on the required skills. These candidates play a direct 
and pivotal part in the growth of the organization.
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Global Process Owners are responsible 
for overseeing end-to-end processes across 
functional silos, geographies and business unit 
boundaries. The role has become increasingly 
accepted in line with the development of global 
operating models and the concurrent evolution 

of the process model. Process standardization, 
transformation, designing and strategy designing 
form some of the key responsibilities for this role.

gloBal Process owner role

Typical titles for this role can be categorized into 
global process owner, business process owner, global 
process lead and others. These broad categories 
account for approximately 60% of the candidate pool. 

For these candidates, the titles clearly define 
the scope of the activities for which they 
are responsible, and titles play a key role in the 
job description while hiring this talent.
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Iterations of “global process owner” skills have 
been used to identify more than 1,200 candidates 
in Poland. The graph shows the candidate pool 
for respective skills. The global process owner 
as a role has already evolved so much, and skills 
possessed by this candidate pool are very broad. 

These candidates are responsible for end-to-end process 
management across the globe. While hiring these 
candidates, organizations have to assess the current 
and future business requirements, and consider candi-
dates based on the skills required. These candidates play 
a direct and pivotal role in the growth of the organization.
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oPerating Post-PandeMic:  
oPPortunities and uncertainty  
ahead for Poland’s eMPloyers 
In a matter of weeks, the world of work 
has changed. For employers around the globe, 
the challenges around talent scarcity and skills gaps 
now seem like a distant memory as companies 
scramble to address more pressing needs, such 
as virtualization of the workforce, establishing 
new safety protocols and normalizing operations. 

In markets such as Poland, where the effects 
of the coronavirus crisis were felt quickly from both 
a public health and business perspective, even 
a strong economy provides little immunity from 
the fallout. As Poland reopens for business, employers 
are adjusting to different needs in the months ahead. 

Many of the workforce challenges that were priorities 
just a few months ago have not gone away; they 
have only been moved down the list. This means 
employers in Poland will soon need to revisit issues 
such as the skills gap, workforce automation, 
and training as businesses come back online and drive 
one of Europe’s fastest-growing economies. 

Even talent scarcity may re-emerge as sectors that 
continue to operate during the shut-down, including 
some technology leaders, look to expand their 
workforces. No matter how employers individually 
address these challenges, their strategies must 
be sustainable and focused on workforce safety.

So what does the near future of Poland’s labor market 
look like? Until the economy has completely re-emerged 
from the crisis, demand for some roles will likely weaken. 
But, you can expect demand to increase for others 
involved in enabling e-commerce, workforce virtual-
ization, communications and IT services. Indeed, 

the roles of developers, network engineers and logistics 
specialists will be in greater demand in some sectors 
and weaker in others as the labor market finds balance.

In Randstad Sourceright’s 2020 Talent Trends Report 
– the product of global research conducted at the 
end of 2019, just before the COVID-19 pandemic – 
business agility was expected to be key to thriving 
this year. Even before 2020 began, signs of economic 
slowdown appeared in Europe, Asia, and North 
America. Now, this trend is increasingly important 
as business and workforce agility remain critical 
to the recovery stage in the months ahead. 

At the same time, technology remains pivotal 
to getting society back to work. Video conferencing, 
messaging apps, collaboration tools, and other 
enabling technologies have helped organizations 
of all sizes to continue to operate from home. Many 
companies were already pursuing a digital-first 
approach in their business plan, and the pandemic 
has simply accelerated their embrace of these tools. 

In the future, organizations will likely further speed 
up the use of AI, automation, and virtualization 
to buffer against this or any other contingencies 
that may arise. According to a survey conducted 
by Gartner, 74% of CFOs plan to shift some employees 
to remote work on a permanent basis. Nearly 
a quarter expect to move at least 20% of their on-site 
employees to permanent remote positions.

Will such a strategy be right for your organization? 
Does your company need to further digitalize your 
business model in the aftermath of the crisis? 
What will talent agility look like in your orga-
nization in the months and years ahead? 

https://www.cnbc.com/2020/04/22/coronavirus-live-updates-china-new-cases-white-house-warns-of-more-deaths.html
https://www.reuters.com/article/health-coronavirus-poland-emilewicz/polish-gdp-could-fall-around-1-in-2020-deputy-pm-idUSL8N2C8348
https://www.reuters.com/article/health-coronavirus-poland-emilewicz/polish-gdp-could-fall-around-1-in-2020-deputy-pm-idUSL8N2C8348
https://www.randstadsourceright.com/talent-trends/
https://www.gartner.com/en/newsroom/press-releases/2020-04-03-gartner-cfo-surey-reveals-74-percent-of-organizations-to-shift-some-employees-to-remote-work-permanently2
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trend 1: workforce agility helps you prevail

What is the one adjective that describes 
the current global market? Uncertain. 

It is on the mind of every business leader, and how they 
respond to uncertain conditions ahead will determine 
whether their business emerges stronger, remains in the 
pack, or fails altogether. This is why having a workforce 
that is ready for any shifts in your market will provide 
a real competitive advantage. 
 

Already at the end of last year, Polish human capital 
and C-suite leaders were expressing concerns about 
the economic conditions in 2020. In the Talent Trends 
survey, 50% of the respondents said the economy 
was not favorable or was even detrimental to their 
business and ability to fulfill their talent strategies. 
With 4% citing business conditions among their 
greatest concerns, this was one of the highest levels 
among European leaders. And 8% said their orga-
nization would be either somewhat or completely 
unprepared if conditions worsened, the second-
highest percentage among European respondents.
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While employers throughout Poland certainly face 
headwinds in the months ahead, they also have 
an opportunity to gain market share. This is possible 
with an agile workforce capable of executing its business 
leaders’ plans. What is required of talent strategies 
is ensuring the right human capital is available when 
initiatives or projects are being considered. How will 
you choose the most cost-effective and expedient 
work arrangement – contingent, permanent 
or procured services – for the work at hand?

At a time when no one can predict how or when 
the current crisis will be resolved, the best strategy 
for organizations is to ensure their workforce is ready 
when economic conditions improve and people 
can safely return to work. Developing talent pools, 
managing your employer brand, and using people 
analytics in predictive ways as part of total 
workforce management can help sharpen your 
company’s readiness when recovery begins.

trend 2: data defines the labor market

Without question, successfully bouncing back from 
the current crisis will require deep analytical capabili-
ties. Organizations that prioritize their data strategies 
will be best positioned to understand how to triage 
damage and identify opportunities for growth. 

Even before the crisis unfolded, Polish employers 
reported that they wanted to gain greater data compe-
tencies. More than one-third (38%) planned to increase 
their budgets for predictive talent analytics. Additionally, 
42% said they were already investing significantly 
or moderately in analytics capabilities. Two-thirds 
viewed analytics as critical to their ability to acquire 
talent – a sentiment that has been rising since 2017.

figure 3.17
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Looking ahead, analytics will play a major role 
for employers ready to get back to work. This 
is especially true for sectors that have been shut 
down as they reassess how much human capital they 
will need to support business demand. As a result, 
companies must have a more comprehensive view 
of workforce utilization to determine how demand 
modeling has shifted during lockdowns. 

The challenge for Poland, however, is that while 
its strong economy is expected to bounce back in 2021 
– the World Bank anticipates a growth rate of 2% – much 
of the country’s fortunes are tied to the rest of Europe 
and the US, which has outsourced many back-office 
functions to shared services centers across Poland. 
This strong coupling with other global economies 
could create a more difficult path for business services 
organizations based in Poland as they seek to recapture 
the strong growth experienced over recent years. 

Talent analytics will allow employers to rapidly deploy 
talent based on anticipated demand, availability, 
and other market factors. Those that incorporate the new 
economic indicators in their analysis, such as mandated 
closures, health indices, and other insights as part 
of their modeling will gain a competitive advantage.

trend 3: digital transformation 
reshapes workplace culture

If there is one lesson that the pandemic has passed 
on to all businesses, it is the need for companies 
to virtualize work operations during a crisis. 
For many organizations that were already on a trans-
formational journey before the crisis hit, the global 
event has certainly accelerated that journey. 

This will continue to have a profound impact 
on workplace culture as businesses acclimatize to new 
ways of working and seek to attract talent. How will 

you assure talent that they will be empowered to work 
safely and effectively under challenging conditions? 
How will you assure your clients of this as well? 

Poland faces greater pressure now to transform than 
many other EU markets, according to Centrum Cyfrowe, 
an NGO that promotes open access in technology, 
education, and culture. Based on Eurostat data, Centrum 
Cyfrowe reports that Poland lags behind many other 
EU countries in its adoption of cloud computing. 
The sudden lockdown forced many businesses 
to quickly adjust to remote working and implement 
protocols and infrastructure in response. 

For some business services organizations, this 
sudden shift to remote working is both a challenge 
and an opportunity. Those who were able to adapt 
quickly experienced less disruption as employees 
were working from home. Others found that 
enabling remote work — as well as recruitment 
and onboarding processes — was a greater chal-
lenge and likely experienced productivity losses. 

The start of the crisis also pushed many businesses 
to quickly assess how to deliver their services in a safe 
and sustainable environment. For example, companies 
activated digital processes, apps, and other online 
methods to transition processes and job shadowing.

The encouraging news is that over the past few years, 
employers based in Poland have been growing 
more comfortable with digital transformation, after 
earlier apprehension about the speed of change. 
In Randstad Sourceright’s 2020 Talent Trends research 
just 38% of human capital and C-suite leaders 
in Poland said that digital transformation was moving 
too fast and that they could not keep up. This was a 
significant decrease from the 2018 research when 
a majority were troubled by the pace of change.

https://www.thefirstnews.com/article/polands-economy-to-slowdown-but-will-still-see-future-growth-says-world-bank-11874
https://visegradinsight.eu/digitalisation-as-a-cure-covid19/
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figure 3.18
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With demand for online and digital services likely 
to rise in the months and years ahead, expect many 
employers in Poland to invest more in this area, 
as well as workplace tools to support this trend.

trend 4: technology investments 
support stronger employer brands

Throughout the crisis, companies most successful 
at normalizing the disruption have been those well-
equipped with technology. The virtual workplace enabled 
many companies to quickly ramp up their remote capabil-
ities and achieve a degree of continuity that ill-prepared 
businesses lacked. Whether it is video conferencing 
platforms to conduct business online or providing virtual 
training and support for workers, a robust toolkit allowed 
businesses to meet country lockdowns with solutions. 

These investments can support a stable, innova-
tive, and forward-thinking brand and aid in talent 
attraction. In a volatile business environment, 
talent will likely seek work with companies that 
can operate and flourish in any circumstances. 

In Poland, technology innovation is seen as a way to 
gain a competitive advantage by one-quarter of those 
we surveyed in Randstad Sourceright’s 2020 Talent 
Trends research. Human capital leaders in Poland 
viewed technology as critical for reaching top talent, 
with 37% sharing this view. Nearly as many (34%) said 
their companies need innovation to attract millen-
nials and digital natives to join their workforce. 

Investments will not only focus on remote working. 
Automated workforce scheduling, video interviewing 
and onboarding, talent analytics, cloud infrastructure, 
and others are likely to be prioritized in a new normal.
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trend 5: hire for today, upskill for tomorrow

While hiring in general has slowed across the world 
as a result of the current economic climate, some 
sectors are still looking to attract talent. According 
to a recent ABSL survey, 41% of companies in Poland 
have put a freeze on hiring, and others have reduced 
their hiring activities. Conversely, some industries 
in high demand have added to their workforce.

 

Much of the hiring is a temporary measure, 
but these companies will likely consider a long-term 
approach to meeting talent needs. If agility is critical 
for organizations during these troubled times, 
then talent flexibility will be key to achieving it. 

Excellent problem-solving abilities, empathy, 
and communication are now in-demand skills. 
Employers are also seeking more digital skills, 
and training and development were already an important 
strategy in Poland prior to the pandemic. 
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Randstad Sourceright’s 2020 Talent Trends research 
showed that 56% were upskilling their employees, 
while 38% were reskilling workers for different 
roles. One-third have been offering these learning 
and development opportunities for fewer than three 
years, and none have had a program in place for more 
than five years, indicating that many employers 
in Poland only started their efforts recently.

Reskilling is not only valuable to companies that 
are still hiring; it is also an important strategy 
for companies that have to reduce their workforces. 
The workforce reduction will mean some work 
is not being performed, and retained employees 
may be asked to take up the additional responsibil-
ities. Skilling will be critical to helping companies 
sustainably redistribute jobs among their workers.

Reskilling is also important to workforce virtualiza-
tion. Employees will need to learn how to balance 
their work and personal lives. They will also need 
to understand how they can best complete tasks, 
handle their workloads, and effectively collabo-
rate with and manage people using technology. 
While these skills may come naturally to some, 
others will need greater training and guidance.
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figure 3.20
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looking ahead

As the global economy contends with the economic 
devastation from the COVID-19 crisis, employers 
in Poland may be better insulated from the fallout 
than other European countries. Having the benefits 
of a robust economy before the start of 2020, 
business services organizations are positioned 
to quickly bring many businesses back online. While 
many uncertainties lie ahead – a second wave 

of the virus, the unknown collective impact on the EU, 
and other factors, for example – employers in Poland 
can harness the power of technology, reskilling, 
employer branding, and agile talent strategies to build 
a stronger, more galvanized market than before. 

For more information on these trends, 
contact Randstad Sourceright.

33,3%33,3%

http://https://www.randstadsourceright.com/contact-us/
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services centers’ Plans regarding changes 
in headcount

Sector entities operate in a changing environment. 
This is nothing new in business, but the rate and scope 
of those changes are striking. The dynamics of changes 
in recent years is high and seems to continue to increase. 
New clients are appearing, and the expectations 
of existing clients are changing; competition is growing, 
new technologies are being put to use; the role 
of artificial intelligence and robotization is increasing; 
new skills, and especially soft skills, are becoming 
increasingly important. The key to success is the ability 
to effectively process information available in the cloud 

and the ‘big data ocean’. There is also a considerable 
degree of uncertainly in the regulatory, political, 
and environmental surroundings companies operate 
in. These factors affect plans for hiring, the nature 
of planned expansion, and resilience to shocks.

18.8% of companies assume no change in their 
headcount (almost 7 p.p. higher than in the last 
survey), and 3.9% foresee a reduction. 

77% 
the share of companies that plan to increase their headcount up to Q1 2021. this percentage is 8 p.p. lower than  
in the previous survey.
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figure 4.1
services ceNters’ PlaNs reGarDiNG chaNGes iN heaDcOUNt UP tO Q1 2021 
(share Of ceNters iN %)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=229 companies)
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ansoff Matrix 
The Ansoff matrix, also known as the product-market 
expansion matrix, is a tool companies use to 
analyze and plan their strategy for growth. 

The four strategies that appear in the Ansoff matrix are:

Market penetration: 
focus on increasing sales 
of existing products 
on the existing market

Product development: 
focus on introducing 
new products to the 
existing market

Market development: 
focus on entering a new 
market using existing 
products

Diversification: focus 
on entering a new 
market by introducing 
new products
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figure 4.2
aNsOff MatriX – cOMPaNY PlaNs fOr 2020

The least risky of these strategies is market pene-
tration, and the most risky is diversification.

Respondents declared that they carry out quite 
expansive and risky strategies. 45% of companies 
are diversifying their activities, entering new markets 

with new products; 30% are developing products 
on existing markets. One out of eight companies 
is entering new markets or penetrating existing markets. 

Planned new investMents
Among those centers planning to expand their 
activities in Poland in the coming year, 16% intend 
to open a new center in another city. This percentage 
is 3 p.p. lower than in the previous survey. A total 
of 78 centers are planned to be opened. 

Plans mainly concern the opening of IT centers, 
followed in order by SSC/GBS, hybrid and BPO centers 
in Tier 1 locations (38%) and Tier 2 locations (33%).

It should be emphasized that this tendency to invest 
in other cities is typical of companies that already 
have a large number of centers in Poland. The average 
number of centers of respondents who declared they 
will be making further investments is 3.7; for those 
who do not plan to open more centers that figure is 1.6.

Among those companies that plan to open 
new centers in Poland within the next year, the largest 
shares are those of companies with Polish capital 
(27.8%) and American capital (22.2%).

Source: ABSL own study based on the results of a survey addressed to business services centers (N=226 companies)

45.1% 
Yes, in terms of both geography 
and service offerings 
(diversification) 

30.1% 
Yes, in terms of new (additional)  
service offerings on existing markets  
(product development) 

12.4% 
No, we have no plans to  
change our geographic 
and product scope of  
activities (market penetration) 

12.4% 
Yes, in terms of geography 
(market development) 
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figure 4.3
PlaNs tO OPeN NeW ceNters iN POlaND iN the cOMiNG Year BY tYPe Of ceNter  
(share Of ceNters iN %)

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

IT

SSC / GBS

Hybrid / Other model

BPO

R&D

35.9% 20.5% 19.2%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=36 companies, number of responses 78)

17.9% 6.4%
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figure 4.4
PlaNs tO OPeN NeW ceNters iN POlaND iN the cOMiNG Year BY cOUNtrY Of OriGiN Of iNvestOr 
(%)

drivers of change in the sector
Regulatory/legislative changes in Poland are seen 
as a factor that will have most adverse effect on the 
activities of centers in the coming year. Brexit should 
bring as many negative consequences as positive ones. 
Other factors indicated are: the COVID-19 pandemic, 
growing labor costs in Poland, a low supply 
of highly-qualified employees, and the abolition 
of the 30-fold limit on ZUS contributions.

The figure 4.5 provides a synthesis of respondents’ 
opinions on those factors that will affect 
the activities of centers in Poland in the coming 
year. The average of the responses given 
was counted on the Likert scale, from -2=strongly 
adverse effect to +2=strongly beneficial effect.

27.8%

0

5%

15%

20%

25%

30%

Poland

10%

USA France Germany Finland India Sweden The  
Netherlands 

Ireland Japan Switzerland Ukraine United 
Kingdom

22.2%

8.3% 8.3%

5.6% 5.6% 5.6%

2.8% 2.8% 2.8% 2.8%2.8% 2.8%

Source: ABSL own study based on the results of a survey addressed to business services centers (N=36 companies)
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figure 4.5
effect Of sPecific factOrs ON the activities Of ceNters iN POlaND iN the cOMiNG Year (%)

Source: ABSL own study based on the results of a survey addressed to business services centers (N=210 companies)

Significantly adverse effect

Adverse effect

Neutral

Positive impact

Significantly positive impact

10% 20% 30% 40% 50% 60% 70% 80% 90%0 100%

15.8% 38.3% 44.5%

1.4%

9.2% 85.0% 4.9%

1.0%

22.7% 74.4%

1.4% 1.4%

12.9% 72.2%

1.0% 0.5%

13.4%

21.9% 67.1%

3.3% 0.5%

7.1%

30.6% 51.2%

2.9% 1.4%

13.9%

Regulatory environment in Poland

Climate change

Potential trade tensions

Brexit

Slowdown in Poland (EMEA region)
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figure 4.6
effect Of sPecific factOrs ON the activities Of ceNters iN POlaND iN the cOMiNG Year, 
averaGe Of resPONses

-0.2

0

Global  
slowdown

Source: ABSL own study based on the results of a survey addressed to business services centers (N=210 companies)
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resilience to shocKs

The figure 4.7 provides a synthesis of respondents’ 
opinions on the resilience of activities conducted 
in Poland to global shocks, divided by type of center. 
The average of the responses given was counted 
on the Likert scale, from -2=strongly highly vulner-
able to shocks to +2=highly resilient to shocks.

Respondents declared their overall level of resilience 
to shocks at a level of 0.1; lower resilience 
is characteristic of BPO and SSC/GBS centers, whereas 
hybrid, R&D and IT centers have above average resilience. 
The centers most resilience to shocks are IT centers.

64% 
the percentage of centers that are unable to evaluate their level of resilience to global shocks, or in whose judgment shocks have 
a neutral impact on their activities in Poland
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figure 4.7
assessMeNt Of the Overall level Of cOMPaNies’ resilieNce tO GlOBal shOcKs iN refereNce 
tO their activities iN ceNter iN POlaND BY tYPe Of ceNter; averaGe Of resPONses

reallocation of activities in resPonse 
to the gloBal slowdown
The global economic slowdown will mainly cause 
a reallocation of activities to Poland (45.2% 
of responses). 37.8% of respondents saw no such 
impact. In the opinion of 17% of respondents, 
there will be a reallocation of activities 
from Poland to other countries.
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=220 companies)
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figure 4.8
hOW the GlOBal ecONOMic slOWDOWN Will affect the activities Of ceNters iN POlaND  
(% Of resPONses )

From Poland To Poland
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Source: ABSL own study based on the results of a survey addressed to business services centers (N=294; respondents could give more than 
one answer).
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