
Management, Enterprise and Benchmarking in the 21st Century 
BudapestĽ β017 

 

 

1Řγ 

The Knowledge and Students’ Readiness to Join 
the Business Services Sector in Albania  

Drita Kruja  
źuropean University ő TiranaĽ Albania   
Żaculty ő źconomy and In̋ormation Technolǒy  
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Abstract: This research focuses on the shared service centers (SSC) that represent the most 
developing part of the bussiness services sector. This research aims to analyze the career 
consciousness of the students, to measure the knowledge of the students about the sector 
and to analyze students’ readiness to join the business services sector. The target audience 
for the research was selected due to the fact that students represent a large pool for the 
SSC’s hiring activities. Findings suggest that: international exposure and reputation of the 
company plays the key role for students when selecting a certain company; money benefits 
and the possibilities of career growth when selecting a certain position, 
Students prefer careers in international companies and own business. Students who have a 
positive attitude towards the jobs in the SSCs, the main reason to start a career in the 
center is to have a good career start after graduation. The research provides insights on 
the Albanian labour market.  
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1 Introduction  

The development ő the tertiary sector duriň the last years became one ő the 
most remarkable phenomenon ő ̌lobal development in the last century. Today 
one ő the main tendencies in the world economy is the ̋ast ̌rowth ő the service 
sector. The world economy is still beiň trans̋ormed into a service dominated 
economy. Accordiň to the World Żactbook β01ő (Central Intellǐence Ǎency) 
the contribution ő services industries to żDP ̌lobally is 6γ%Ľ 70 % in źuropean 
Union1 and őγ%β in Albania  

źxactly this ̋act attracts the attention to pay a special consideration to this sector. 

The ̋ǐures ̋or the employment in the service sector seem very sǐni̋icant. The 
tertiary sector represents more than 60 % ő the active population employment in 
almost all developed countries and about 70 % in źuropean Union. The ̌reatest 
siňle source ő new jobs will be ̋ound in private sector servicesĽ such as business 
and administrative servicesĽ and real estateĽ and also it is ̋orecasted an increasiň 
demand ̋or hǐherľskilled workersĽ accordiň to ILO World źconomic and Social 
Outlook ( β01ő). 

This research ̋ocuses on the shared service centers that represent the most 
developiň part ő the bussiness services sector.  

Research objectives are:  

- To analyze the career consciousness ő the students 
- To measure the knowleďe ő the students about the sector 
- To assess students’ pre̋erences towards types ő the companiesĽ and area 

they would like to work at  
- To analyze students’ readiness to join the business services sector  
- To analyze students’ attitudes towards the types ő jobs ő̋ered by the 

SSCs 

2 Literature Review  

There̋ore the service sector becomes more and more a dominatiň ̋actor in the 
world economy. Services are no loňer considered as peripheral activities 
supportiň the manűacturiň sectorĽ but the backbone ő its economic 
per̋ormance. (Wirtz and źhretĽ β00řĽ p̌.γř1).  

                                                           
1  The World Bank żroupĽ β016  
β  The World Bank żroupĽ β016  
 

http://www.ilo.org/global/research/global-reports/weso/2015/lang--en/index.htm
http://www.ilo.org/global/research/global-reports/weso/2015/lang--en/index.htm
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The contribution ő services is ̌rowiňĽ because the manűacturers ő capital 
̌oods extend their total ő̋eriňs towards services and now their main competitive 
advantǎe is attributed to services rather than capital ̌oods (KrujaĽ β00Ő; 
żebauerĽ PaiolaĽ and źdvardssonĽ β010; KowalkowskiĽ WindahlĽ KindströmĽ and 
żebauerĽ β01ő; WynstraĽ SpriňĽ and SchoenherrĽ β01ő. RabetinoĽ KohtamäkiĽ 
LehtonenĽ and KostamaĽ β01ő) 

The variety ő services has also chaňed positively. What in̋luenced the 
continuous ̌rowth and the diversity ő the ő̋er ő this sector? There were many 
̋actorsĽ but we can only mention amoň those the main ones: żovernment 
policiesĽ social chaňesĽ business trendsĽ ̌lobalizationĽ advances in in̋ormation 
technolǒy and communications ( Wirtz and LovelockĽ β016Ľ p̌ 1Ő). 

2.1 Business services 

A key driver ő success̋ul economies is their ecosystem ő advancedĽ competitiveĽ 
and innovative business services.  (Wirtz and LovelockĽ β016Ľ p̌ 1Ő)). 

Business services consist ő a variety ő knowleďeľintensive and creative 
prőessional  services (e.̌.Ľ lěalĽ accountancyĽ market researchĽ consultiňĽ 
desǐnĽ and research & development)Ľ IT and technolǒyľintensive services (e.̌.Ľ 
data processiňĽ database activitiesĽ and IT and communications in̋rastructureľ
related services) as well as diverse activities such as ̋inancialĽ labor recruitment 
and operational support services (e.̌.Ľ industrial cleaniň  activities) (BarileĽ 
Saviano and SimoneĽ β01ő; ŽenkaĽ NovotnýĽ SlachĽ and IvanĽ β01ő; WirtzĽ 
TuzovicĽ and źhretĽ β01ő).  

The business services are usually implemented in service centers that can operate 
independent as a market service provider or as an ořanizational unit within the 
parent company (MarciniakĽ β016Ľ p̌.1řβ). This research deals with the shared 
service centers. 

2.2 Shared services sector  

Accordiň to Accenture around the ̌lobeĽ shared services has become the 
dominant operatiň model ̋or business support servicesĽ with more than 7ő 
percent ő Żortune ő00 companies haviň implemented shared services in some 
̋orm. 

Shared services is a new model ̋or deliveriň corporate supportĽ combiniň and 
consolidatiň ő services ̋rom headquarters and business units into a distinctĽ 
marketľe̋̋icient entity ( BoozľAllen&HamiltonĽ 1řřŘĽ p̌. γ). 

The shared services are the consolidation ő administrative or business support 
̋unctions (such as HR transactions and HR supportĽ ̋inance and accountiňĽ ICT 
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servicesĽ purchasiňĽ ̋acilitiesĽ student servicesĽ manűacturiň servicesĽ lǒistic 
servicesĽ medical servicesĽ procurementĽ etc.) ̋rom several departments into a 
siňleĽ standalone ořanizational entity that has one mission: to provide services 
as e̋̋iciently and e̋̋ectively as possible. (AccentureĽ β01ő; StrikwerdaĽ β01Ő) 

Typical statutory support ̋or executive boardĽ lěal counselĽ manǎement  
development and stratěyĽ and corporate control are consistently not allocated in a 
shared service center (StrikwerdaĽ β01ŐĽ p̌.γ). 

The consolidation ő processes in business service centers (BSCs) allows 
companies to optimize the delivery ő cost‐e̋̋ectiveĽ ̋lexibleĽ reliable services to 
all “customers”Ľ to processes trans̋er to less expensive locationsĽ  to accommodate 
̌rowth and ̌enerate revenue (BǒlindĽ HallstenĽ & ThilanderĽ β011; McIvorĽ 
McCrackenĽ and McHǔhĽ β011; OshriĽ KotlarskyĽ and WillcocksĽ β01ő; KovalĽ 
NabaresehĽ KlímekĽ and ChromjakováĽ β016.). 

Business service sector is one ő the most developiň areas in the Cźź countriesĽ 
and accordiň to β01ő żlobal Shared Services survey ő Deloitte 10% ő World 
SSC are in źastern źurope.   

A ̌reat number ő ̋oreǐn companies choose these countries as the optimum 
nearshore location ̋or their service provisionĽ while the service companies that 
operate in the rěion already are expandiň their operations. It means that business 
service sector is one ő the most important employers in these countries amoň the 
recent ̌raduates. 

Talent attraction and retainiň talent is a top priority; however companies still 
strǔ̌le to ̋ill skilled positions. źmployee talent is the key ̋actor to sustainiň our 
knowleďe economy and remainiň innovative and competitive. 
The prőessionals competencies ő employees in shared services centers chaňe 
quickly.  In these conditions new skill sets and career paths in Shared Services are 
required. 
Accordiň to Żilippo Passerini (Żormer żroup President żlobal Business Services 
and Chie̋ In̋ormation Ő̋icerĽ Procter and żamble) top Ő critical job skills  ̋or 
SSC employees are: Critical thinkiňĽ Complex problem solviňĽ Decision 
makiňĽ  and Active listeniňγ.  

                                                           
γ http://www.ssonetwork.com/̌lobalľbusinessľservices/columns/10ľtrendsľshapiňľyourľ

ssoľsuccess 
 

http://www.ssonetwork.com/global-business-services/columns/10-trends-shaping-your-sso-success
http://www.ssonetwork.com/global-business-services/columns/10-trends-shaping-your-sso-success
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3 Reshearch Methodology 

3.1 Research Design 

The primary and secondary research methods were applied in this study. The 
secondary data has been ̌athered ̋rom the literature reviewĽ ̋ocusiň on previous 
work done in the ̋ield ő business services sector and especially at the shared 
services centers. The primary and descriptive research method consisted ő the use 
ő survey and questionnaire techniques. The questionnaire has been conducted 
onlineĽ usiň żoǒle ̋ormsĽ the online survey sőtware. 

3.2 Questionnaire Design 

This study used a questionnaire as a measurement instrument. źvery section ő the 
questionnaire had both openľ and closedľended questions. The respondents were 
asked to rateĽ on a őľpointĽ Likertľtype scaleĽ the děree ő ǎreement or 
disǎreementĽ or the děree ő their satis̋action or dissatis̋action with certain 
statements.  
The preliminary questionnaire was developedĽ and 1β students were asked to 
review the questions. No sǔ̌estions ̋or chaňe were received. 

3.3 Sampling 

This study was conducted in two universities ő AlbaniaĽ one public and one 
private. The questionnaire was sent to all students ő these universities. The 
process ő data collection lasted ̋or Ő months. A total ő γβŐ completed 
questionnaires were received.  

4 Findings 

The most ő respondents were β0 ľ βő years (7Ř%). Amoň the respondentsĽ 6γ% 
ő them were ̋emaleĽ and γ7% were male. Řβ% ő respondents had the averǎe 
̌rade: ̌ood (Ő.Őľγ.ő) and satis̋actory (γ.Őľβ.ő).  The primary ̋ield ő your studies 
ő them was BusinessĽ ŻinanceĽ MarketiňĽ źconomicsĽ Manǎement (7Ř%) and 
IT (ββ%). Ř1% ő respondents speak β or γ ̋oreǐn laňuǎesĽ especially źňlishĽ 
Italian and Żrench.  The stroňest point ő Albanian students is the knowleďe ő 
̋oreǐn laňuǎes. 
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Respondents’ profiles  
Valid Percent 

How old are you? 

β0 ľ βő years 7Ř.0 
β6 ľ γ0 years 1Ő.7 
over γ0 years 7.γ 
Total 100.0 

What is your ̌ender? 
Żemale 6γ.γ 
Male γ6.7 
Total 100.0 

What is the level ő your education? 

Bachelor β0.Ř 
Prőessional Master  Ř.Ő 
Master ő Sciences 70.Ř 
Total 100.0 

How many ̋oreǐn laňuǎes do you speak? 

0 .ř 
1 1β.0 
β őγ.7 
γ β7.Ř 
Ő or more ő.6 
Total 100.0 

What is the primary ̋ield ő your studies? 

BusinessĽ economicsĽ manǎement 66.7 
IT ββ.β 
Other  11.1 
Total 100.0 

What is your averǎe ̌rade? 

źxcellent (ő.0ľŐ.ő) 1β.1 
żood (Ő.Őľγ.ő) γγ.6 
Satis̋actory (γ.Őľβ.ő) ŐŘ.6 
Poor (β.Őľ1.ő) ő.6 
Total 100.0 

Table 1 
Respondents’ prőiles 

ő7% ő respondents would like to work in private sectorĽ γŘ% in public sector (ě. 
local ̌overnmentĽ school) and ő% in nonľprőit sector (ě. ̋und).  
The respondents were asked to rate; on a őľpointĽ Likertľtype scaleĽ the 
děree ő like or dislike (1ľ not at allĽ ő ľ Very kindly) with  I̋ they ̌et a job 
ő̋er ̋rom private sectorĽ what kind ő company would you like to work ̋or? 

  
 Minimum Maximum Mean Std. Deviation 
International company 1.00 ő.00 4.5370 .řγ1őŐ 
Own business 1.00 ő.00 4.3019 1.17βŐ6 
Żamily business 1.00 ő.00 Ő.0000 1.βŐŘ0Ř 
Startľup 1.00 ő.00 γ.0777 1.βŘŘ6γ 
Local business 1.00 ő.00 β.řőβŘ 1.βř7Őř 

Table β 
The type ő company that students like to work 

The students like to work at International company and Own business and they 
dislike to work at Local businesses.   

When selectiň a certain companyĽ reputation ő the companyĽ ̌ood workiň 
athmosphere and career opportunity play the key role ̋or students 
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Criteria  Minimum Maximum Mean Std. Deviation 
Reputation of the organization  γ.00 ő.00 4.8148 .ő1Őβő 
Good working athmosphere γ.00 ő.00 4.7798 .Őř7γ6 
Career opportunity γ.00 ő.00 4.7453 .ő17őγ 
Opportunity ̋or trainiň and development 1.00 ő.00 Ő.őő1Ő .Řřβ67 
Wellľbalanced workĽ bearable workľload? 1.00 ő.00 Ő.ŐŘ6β .Ř67βő 
Hǐh salaries 1.00 ő.00 Ő.Őβőř .Ř66Ř7 
Products/services that ořanization produces β.00 ő.00 Ő.βγŘő .ř11Řő 
Attractive internship prǒrams 1.00 ő.00 Ő.1Řγő .řőŐ1Ř 
Travel opportunities ő̋ered by the ořanization 1.00 ő.00 γ.řŘ1γ 1.1Ő0Řő 
żood reviews ̋rom ̋riends/peers 1.00 ő.00 γ.Ř6řβ 1.0007ř 
Size ő the company 1.00 ő.00 3.7615 1.11γ0ő 
żeǒraphical closeness to your place ő liviň 1.00 ő.00 3.6168 1.βŐ116 
Shi̋t worktime or work timeľ̋rame 1.00 ő.00 3.5229 1.1Őγγř 
Valid N (listwise)     

Table γ 
The Criteria in searchiň ̋or an employer 

When selectiň a certain positionĽ money bene̋its and the possibilities ő rapid 
prőessional ̌rowth play the key role ̋or students.  
Criteria  Min Max Mean Std. Deviation 
Total  ̋inancial bene̋it packǎe β.00 ő.00 4.7222 .ő77γő 
Possibility  ő rapid prőessional ̌rowth 1.00 ő.00 4.6055 .6Ř066 
Becomiň known inside and outside ő the ořanization 1.00 ő.00 Ő.γ67ř .řŐřŐŐ 
The opportunity ő contributiň the ořanizational success 1.00 ő.00 Ő.γő7Ř .ř1Ř16 
The ̋lexible schedule 1.00 ő.00 Ő.17őř .ř1őγŘ 
The variety ő work 1.00 ő.00 Ő.1γβ1 .řő6řγ 
The possibility ő sel̋ľactualization 1.00 ő.00 Ő.0Őőř .Ř6ŐŘ0 
Valid N (listwise)     

Table Ő 
The Criteria in selection a job position 

100% ő students know what is a callľcenterĽ but 77% ̋rom them know the job 
opportunities are ő̋ered by it; őγ% ő students know what is a shared service 
centre or business service centreĽ but Ő0% ̋rom them  know the job opportunities 
are ő̋ered by it; and őř% know what is an outsourciň service providerĽ but ŐŐ% 
̋rom them  know the job opportunities are ő̋ered by it. Here we have the most 
missiň values. The hǐhest knowleďe ő callľcenter is related with ŘŐ7 call 
center companies and employees βő.000 that operates in Albania (β01ő)Ľ where 
students constitute the lařest number ő employees as primary reason ő ̋lexible 
workiň hours. 

Those students that recǒnize the career opportunities ő̋ered by the SSCs have 
hǐher readiness than the others to applyiň ̋or the job positions ő̋ered in the 
business service center ő the company. 
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Do you know what job opportunities are ő̋ered by 
a shared service centres or business service 
centres?/  Will your decision be in̋luenced i̋ the 
vacancy is ő̋ered in the business service center ő 
the company?  

Mean 
(1ľnot in̋luenced… 
őľvery in̋luenced ) 

Std. Deviation 

Yes β.1Ř1Ř 1.βőŘ7Ő 
No 2.7188 1.γβőőŐ 
Total β.ő000 1.γ1γřγ 

Table ő 
The crosstabulation between job opportunities  

knowleďe and decision to work at SSC 

Students think that typical ̋or shared service centres are:  the ̋lexible ̋orms ő 
employmentĽ  communication very well in more ̋oreǐn laňuǎes and youth̋ul 
workiň environment.  
Criteria  Min Max Mean Std. 

Deviation 
They support the ̋lexible ̋orms ő employment (ě. partľtimeĽ 
telecommutiňĽ etc.)? 1.00 ő.00 Ő.00řő 1.16ŐγŐ 

You have to communicate very well in more ̋oreǐn laňuǎes? 1.00 ő.00 γ.řŐŐŐ 1.β0616 
There is youth̋ul workiň environment and low averǎe ǎe amoň the 
employees? 1.00 ő.00 γ.ř06ő 1.177ŘŘ 

There is quite hǐh sta̋̋ turnover rate? 1.00 ő.00 γ.őγ70 1.βŐ1βŐ 
They are operatiň in wellľequippedĽ modern ő̋ice buildiňs? 1.00 ő.00 γ.Ő7ββ 1.βő6Őő 
The work is too monotonous there? 1.00 ő.00 γ.γ70Ő 1.γřŘβ1 
There are only ̋ew promotion opportunities there? 1.00 ő.00 γ.γγř6 1.βő6ő0 
It matters less your děree and other academic results? 1.00 ő.00 γ.γ17Ř 1.6ő7Őő 
They intend to develop an work environment needs to Yľ and Zľ
̌eneration? 1.00 ő.00 γ.11Őγ 1.16βŘŐ 

There is hǐher salary than the averǎe there? 1.00 ő.00 γ.0Řγγ 1.1β01β 
The workiň day is typically loňer than Ř hours? 1.00 ő.00 β.70γ7 1.Ő0řγ1 
Valid N (listwise)     

Table 6 
Typical characteristics ̋or shared service centres 

I̋ the position in tařet company ̋rom students ő̋ered in the shared service centre 
7ő.ő% it will not discourǎe and  βŐ.ő will discourǎe to apply ̋or it.   

The primary reasons that discourǎe students to apply in the shared service centre 
are: career ̌rowth potentialĽ the routine nature ő the job and not sű̋icient salary. 
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Statements  Percent Percent ő 

cases 
I do not see career growth potential ββ.β% 53.8% 
I think that the job is too routine β0.6% 50.0% 
I think salary is not sufficient in these jobs 1β.7% 30.8% 
I need more ̋lexibility than shared service centres ő̋er ř.ő% 23.1% 
I heard něative reviews ̋rom my ̋riends ř.ő% βγ.1% 
I want to be sel̋ľemployed 6.γ% 1ő.Ő% 
I do not like support jobs Ő.Ř% 11.ő% 
I think it is a very stress̋ul job Ő.Ř% 11.ő% 
I think there is shi̋t worktime or work timeľ̋rame γ.β% 7.7% 
These jobs are relatively ̋ar ̋rom my home (should be necessary to move or 
commute) γ.β% 7.7% 

 Other γ.β% 7.7% 

Table 7 
The reasons that discourǎe students to apply in SSC 

The primary reason that students consider shared service centers a ̌ood place to 
work is a ̌ood career start. 
Statements  Percent Percent of cases 
It is a ̌ood career start Őγ.β% 6ő.Ő% 
The salary is ̌ood ̋or recent ̌raduates  1ř.ő% βř.ő% 
I heard ̌ood reviews ̋rom my ̋riends 1β.7% 1ř.β% 
They ő̋er ̌ood career opportunities 11.ř% 17.ř% 
They ő̋er ̌ood positions in the place where I live (or close to my place) 10.β% 1ő.Ő% 
 Other β.ő% γ.Ř% 

Table Ř 
The reasons that consider students to apply in SSC 

Conclusions  
There is an increase in ̌rowth ő SSC ořanizations because its bene̋its as a 
delivery model have been tested over time. 

żeǒraphic barriers are decreasiň as demonstrated by the increase in multiľ
rěional SSCs; ořanizations are ̋indiň ways to address prior concerns such as 
laňuǎes skillsĽ time zone coverǎeĽ and rěulatory requirements. 

The shared service centers industry ̋aces serious challeňes in attractiň and 
retainiň quali̋ied employees is a laře and ̌rowiň employer in the Central and 
źastern źuropean rěion. 

The shared service centers need to ̋ind the quali̋ied ̌raduates with appropriate 
and unique skills to occupy such job places. 

Students and recent ̌raduates represent an important resource ̋or hiriň activities 
ő the shared service centers.  
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Albanian hǐher education students are not well aware ő the career opportunities 
ő̋ered by business services sector. 

The di̋̋erent service providers (outsourciň providersĽ shared service centersĽ 
callľcenters) and their job opportunites are not distiňuished ̋rom the most 
̌raduates tooĽ there̋oreĽ complicate attraction ő the ̌raduates to the industry. 
We recommend ̋or Human Resources prőessionals in the business services sector  
that the attraction stratěy ő ̌raduate students must be the promotion ő di̋̋erent 
service providersĽ their job opportunitiesĽ and the top Ő critical job skills (Critical 
thinkiňĽ Complex problem solviňĽ Decision makiň and Active listeniň)  

Based on these results an important recommendation is ̋or Hǐher education 
institutionsĽ that in their study prǒrammes curriculum must to include these skills 
and competencies.  
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Management Őő (β01ő): őřľ6ř. 

[ř] KrujaĽ D. "The exľpost analyze ̋or services in Northern AlbaniaĽ as part ő 
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