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Inside outsourcing
Exploring the personal impact of outsourcing and shared service 
centres on finance professionals around the world
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Increased value
Peter Stewart develops this point, saying how the 
increased value of  work carried out in SSCs and 
outsourced functions has developed. ‘If  you join a Big 
Four firm as a trainee, your career is mapped out for 
you. Originally, this might not have been the case in 
SSC or BPO, where the work was basic transactional 
work. But now you can think about it as a career,’ 
he says. Global mobility raises a number of  issues. 
There is no doubt that the outsourcing movement has 
opened up opportunities that previously did not exist 
for professionals in emerging economies. 

As Davies says: ‘My junior staff  are hugely sought 
after and are in demand all around the world.’ But he 
adds that at more senior levels, people might be at a 
different stage in their lives. And he also believes that 
the start-up or growth-stage finance SSCs’ leaderships 
skills that are required of  more senior professionals 
might not be as finely tuned as they could be.

Marieke ten Houte de Lange, Shell’s human 
resources manager for finance operations, says it 
might not be necessary to travel to get international 
experience: ‘There is an element of  increased global 
exposure for finance professionals, but we tap into 
local talent markets, which is one of  the drivers of  
moving into a shared services environment.’

Global environment
Her collegue, Karthik Selvaraj, in Chennai, India, 
agrees: ‘It has increased the exposure to global, 
multinational, multicultural customers, but the 
reason why there might not be opportunities [for 
physical mobility] is that activities are migrating to 
a centralised, consolidated Shell Business Service 
Centre environment. Jobs are getting done in fewer 
locations. But the exposure is tremendous.’

In terms of  the importance of  working with an 
outsourced function and SSC as part of  career 
development, ten Houte de Lange is clear. She says: 
There are four dimensions of  experience a well-
rounded finance professional requires here. These are: 
professional, business, leadership and stakeholder 
management experience.

The people that have the best potential to become 
future leaders in the organisation should have 
experience both in the operations environment in 
shared services as well as in the business and in the 
central function.’

Philip Smith, journalist

could fall by the wayside, careers are stalled, and opportunities to 
move back into the central organisation will be limited, if  not non-
existent. Not so, says Jackie Gittins, people and change director at 
PwC. ‘The large organisations are doing a lot of  things virtually.’ 
Gittins adds that progress can be monitored through staff  surveys 
– most high-performing organisations will carry out surveys at least 
once a year. ‘Engagement is really important; high engagement 
drives value to the business,’ he argues. In other words, those that 
are prepared to invest in their people will reap the benefits. If  people 
feel they are not being developed, coached or given opportunities 
they usually say so. ‘FDs are asking what is happening in the 
business, what they think of  the finance function,’ says Gittins.

ab outsourcing

Outsourcing has opened up opportunities 
in finance in places such as Budapest



AB OUTSOURCING

Q. What’s Ireland’s big selling point in 
outsourcing?
A. We have a highly skilled and 
available workforce; English speaking; 
business friendly and politically stable; 
good work practices with a strong 
focus on innovation and continuous 
improvement; a natural enthusiasm 
to collaborate; and delivery. All these 
factors, which exist locally, make Ireland 
attractive as a location for outsourcing 
providers such as Accenture.

Q. What can Ireland offer that can’t be 
found in lower cost economies?
A. All too often the debate on 
outsourcing is on location rather than 
on an overall solution.
Industry, both in Ireland and abroad, 
is struggling to regain competitiveness 
and outsourcing can play a leading part 
in resolving that challenge.
It is true that services that are price 
sensitive are difficult to deliver from 
Ireland, but where Ireland can, and 
does, take the lead is in the provision of  
value-added services. So the question 
should be: ‘What is the right solution?’ 
rather than ‘The answer is Ireland, what 
is the question?’

Q. Are there sectors Ireland hasn’t 
exploited yet?
A. Ireland has been very successful in 
attracting a large amount of  foreign 
direct investment. Looking forward, 
we can continue to be attractive as a 
location but only for certain services, 
namely high value-added ones. For 
example, Ireland has a good story 
to tell in the outsourced R&D space 
and we are improving our capabilities 
all the time. The IFSC is an excellent 
example of  a dedicated service sector, 
in particular the funds industry. There 
is a lot of  emphasis on greentech and 
the green economy, and Ireland should 
be at the forefront of  this market, 
especially the service aspects required 
to support the green economy.

Q. Can companies be incentivised to 
locate activities here?
A. The simple answer is yes. Besides 
State support and grants, Ireland 
has a lot to offer. Ten years ago, 
Accenture chose Dublin over a lot 
of  other European cities in which to 
locate its European Service Centre, 
which manages all finance and account 
services, as well as a number of  
other functions for many Accenture 
operations across Europe and the 
world. Ireland’s highly skilled and 
available workforce with good language, 
functional and technical skills, continue 
to be key factors for organisations 
deciding to locate activities here.

Q. What activities are being outsourced 
in Ireland?
A. Over the last couple of  years, the 
industry has witnessed a significant 
rise in the level of  outsource activity 
in Ireland across a range of  functional 
areas, namely CRM, customer 
care, outbound and inbound call 
management, sales and order 
fulfillment, HR Services, IT 
including application and 
infrastructure and across 
the finance service 
spectrum of  order to 
cash and procure to 
pay, procurement and 
learning. This increase in 
outsourcing activity has 
not been
limited to one market 
segment, indeed, 
outsourcing is playing a 
part in companies’ 
strategy 
across all 

industries, be they public or private. 
Ireland’s key strength is an experienced 
and skilled workforce, which is essential 
for the more value-added and strategic 
activities.

Q. What impact is the current downturn 
having on outsourcing?
A. We have seen a definite shift in client 
focus since the market has become 
so dynamic. It’s not surprising that 
‘cash is king’ right now. Companies are 
looking to maximise cash from their 
current operations and cost savings are 
an absolute must to deliver real P&L 
impact.
Unsurprisingly, we are also seeing that 
those companies in ‘survival mode’ 
are reducing or even suspending 
investments on what are perceived 
as ‘growth projects’ and are laser-
focused on taking out cost from their 
businesses.
Speculative projects are low on the 
priority list and business cases are 
under scrutiny – those with a committed 

saving or cash return within 12 
months are capturing executive 

attention. Outsourcing is a 
valuable strategy in this 
market and there are three 
key areas, in Accenture’s 
view, where it can make a 
direct, immediate impact 
on company results: cost 
management; cashflow and 
liquidity improvement; and 
growth. The last one is often 

overlooked in the struggle to 
survive. Outsourcing can also 

help speed growth by 
helping companies 

drive new revenue, 
improve workforce 
productivity, 
and prepare for 
and assist with 
post-merger 
integration.
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Out of Ireland
Ian Slattery, senior executive and head of outsourcing at Accenture, 
Ireland explains what Ireland can offer the global outsourcing industry
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