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Making the most of the webcast 

Ask Questions
(via the chat box)

Download 

presentation
(via the File Download)

View Full 

Screen

Share with your 

colleagues 
(available on Demand)

Tell us about your experience to help us improve our future program
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Questions we will be exploring today 

A “New Normal” has emerged, in which, more than ever, GBS leaders 

have to find a way to do more with less for their constituents and 

internal customers.

▪ What new technology is available to enable levels of automation 

never seen before and to bring forth customer-centric digital-first 

delivery models ? How to separate reality from hype ?

▪ What about the human side? To what extent does the emergence of 

Work From Anywhere (WFA) allow GBS leaders to tap into fresh 

talent pools wherever they may be found ?
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https://www.horsesforsources.com/business-data-services_051022/

Horses for Sources is the widely acclaimed 

industry-leading independent blog of world-

renowned writer and visionary Phil Fersht.

Started in 2007, the blog shares Phil’s personal 

views on all issues IT, outsourcing, and 

globalisation. 

Phil is not shy about calling it like he sees it. In 

addition to discussing his views on technologies 

and trends in the market, Phil has also been a 

loud voice calling out issues like hype in the 

market, unfair corporate policies, and lack of 

innovation in the analyst industry. 

With over 100,000 subscribed readers, Horses 

for Sources shares Phil’s personal views with a 

wide range of people across the globe.

https://www.horsesforsources.com/

The New Normal…
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A Future View
TECHNOLOGICAL PRESSURE ON GSS



Workflow 
Automation in 
the 4IR

 Workflow Automation technologies 
strongly represented within the 4IR 
roadmap

 Strongly affected technologies include 
- AI and Robotics, Information 
Technology, Digital Economy and 
Society, Blockchain, IoT, and Digital 
Communications

 The 4IR model anticipates disruption in 
– Workforce and Employment, 
Education Gender and Work, and 
Human Enhancement

 Shared Service operating paradigms 
are as likely to be revolutionized



Applications 

of 4IR in 

Workflow 

Automation

 Machine to Machine Communication (M2M)

 Cognitive Computing (CC)

 Artificial Intelligence (AI)

 Machine Learning (ML)

 Robotic Process Automation (RPA)



Technology 

Roadmap to 

the Future

 Information infrastructure is prerequisite – universal 
connectivity

 Internet of People (IoP) and Internet of Things (IoT) 
will merge

 Increasingly computational processes move to the 
Cloud

 Human-Machine interfaces will evolve toward 
higher bandwidth

 Processing power continues to follow Moore’s Law

 Computational platforms will evolve (Quantum 
Computing?)

 Intelligent data analytics will solve problems in 
unstructured data

 Machines enter a post-Turing-Test normal

 Business models will adapt to universal data on 
demand



Heatmap of AI Applications



A Consensus toward 

Deglobalisation
A SUDDEN, AND UNEXPECTED SHIFT AWAY FROM GLOBALISATION
AGENDAS HAS OVERTAKEN THE MOOD OF THE POLITICAL AND 
BUSINESS ESTABLISHMENT



Davos 

May 

2022



The Mood and Agenda
What's happening in the global economy? The heads of the 
IMF, the French central bank, Citi and the Carlyle Group talk 
inflation, stagnation, and (de-)globalisation.

What is going on in this more shock-prone world should press us to 
seek ways in which we work more together but [...] we have to be less 
obsessed with globalising profit and more with localising benefits for 
communities and countries.
— Kristalina Georgieva, Managing Director, International Monetary 
Fund

Key Drivers

“social cohesion erosion” 
“commodity shocks”

“price instability”“Great Resignation” 

“Inflation”“labour market imbalances”

“widening digital, education and skills gaps that risk splitting 
the world into divergent trajectories”

“growing tensions” 



The Great Inflection
WHAT’S THIS YEAR’S MEETING ABOUT?
THE MEETING IS CENTERED AROUND THE THEME HISTORY AT A TURNING POINT: 
GOVERNMENT POLICIES AND BUSINESS STRATEGIES. IT HAPPENS AT THE MOST 
CONSEQUENTIAL GEOPOLITICAL AND GEO-ECONOMIC MOMENT OF THE PAST THREE 
DECADES AND AGAINST THE BACKDROP OF A ONCE-IN-A-CENTURY PANDEMIC.



Runaway Monetary Environment

Global Inflationary Contagion Unprecedented Debt Spike EMDE Bearing the Brunt



NEER and Wage Growth Pressure



Labor Markets – Wage Growth

East 
Europe

AE
Asia

EMDE
Asia

Africa

West
Europe

ANZ

North
America

Middle
East

Central
America

South
America

10% Annual Increase

Source: Korn Ferry Global Pulse Survey 2022



Realignment of Alliances
SECRETARY JANET YELLEN: …rather than being 
highly reliant on countries where we have 
geopolitical tensions and can’t count on ongoing, 
reliable supplies, we need to really diversify our 
group of suppliers. And yes, friend-shoring
means—and you’ve seen this in action—that we 
have a group of countries that have strong 
adherence to a set of norms and values about 
how to operate in the global economy and about 
how to run the global economic system, and we 
need to deepen our ties with those partners and 
to work together…

…adopt high standards with respect to labor, the 
environment, privacy protections, digital—you 
know, treatment of digital business and services 
that these countries might band together and 
form partnership…

Atlantic Council Speech – April 2022



BRICS + and “The New G8”
FLASHPOINTS | DIPLOMACY | EAST ASIA

Great Power Conflict Fuels 
BRICS Expansion Push
Amid China-U.S. tensions, the impetus to 
build a bigger BRICS has grown stronger 
than ever.
By Nian Peng – The Diplomat

Proposed “BRICS 

Plus” Geo-economic 

bloc

https://thediplomat.com/category/flashpoints/
https://thediplomat.com/topics/diplomacy/
https://thediplomat.com/regions/east-asia/


Supply Chain Chaos

With the havoc at ports showing no signs of abating 
and prices for a vast array of goods still rising, the world 
is absorbing a troubling realization: Time alone will not 
solve the Great Supply Chain Disruption.
It will require investment, technology and a 
refashioning of the incentives at play across global 
business. It will take more ships, additional 
warehouses and an influx of truck drivers, none of 
which can be conjured quickly or cheaply. Many 
months, and perhaps years, are likely to transpire 
before the chaos subsides. – NY Times



The Great Resignation

1978



Turn to Automation and Robotics

Opinion: How robots 
will save us from 
inflation
Last Updated: Nov. 3, 2021 at 12:00 p.m. ETFirst Published: Nov. 2, 2021 at 3:52 p.m. 
ET
By Dalia Marin

Robotization will also diminish the impact of 
demographic trends on wages.

Robotization will not only moderate labor scarcity; 
it might even offset it, leading to a labor surplus. As 
Acemoglu and Restrepo have pointed out, over the 
past three decades, automation has displaced far 
more workers than it has created new jobs. …it also 
suggests that deglobalization is unlikely to fuel a 
surge in inflation any time soon.

Research shows that knowledge-intensive businesses of 
all sorts tend to spring up more frequently in 
manufacturing hubs, spurring higher levels of growth in 
countries that create them. …our next stage of digital 
development, from the consumer internet to the 
“internet of things”, will put this trend on steroids. As 
data lives in manufactured products, there really is no 
line between factory work and knowledge work any 
more. FT – Ran Foroohar

https://economics.mit.edu/files/17023


Work From _________

FUTURE OF WORK

Remote work fuels major 
diversity boost at Meta

This week, Meta announced that it beat is 
previously stated diversity goals by two years.

•The company cited the increasing prevalence of 
remote jobs.
•Research shows that underrepresented groups are 
more likely to prefer and stay at jobs that offer 
remote or hybrid work schedules.

https://www.weforum.org/agenda/2022/07/meta-remote-work-diversity-
boost/>

Remote working makes itself at home
A survey conducted by FlexJobs found that 58% of 
people wanted to work at home permanently 
after the pandemic, and that 39% wanted a 
hybrid environment. Studies have also found that 
remote workers are more productive than in-
office staff, and that remote working 
opportunities mean that companies can hire from 
a more diverse pool of talent.
…Indeed, it’s less of a trend and more of a 
permanent change.
Candidates will expect home and hybrid working 
options as standard when they apply for 
positions, while companies will have to offer 
flexible and home working options if they want to 
attract and keep the best talent. – Tech Radar, Job 
Trends 2022

https://www.weforum.org/agenda/archive/future-of-work
https://www.weforum.org/agenda/2022/07/meta-remote-work-diversity-boost/


Evolving Business Case for GSS

Technology 
Advances

Economic 
Shifts

Political 
Environment

Structural 
Change

Accelerated growth of AI 
assisted knowledge work 
will continue to displace 

human workforces

Reduced 
reliance on 

labor

Increase in 
onshore tech 
specialization

Increasing likelihood of 
multi-polar order with 

bifurcated digital standards

Less global 
fluidity in digital 

business 
models

Trend toward 
enforceable IP 

regimes

Volatility in EM labor costs 
likely to drive trend to re-

shoring

Less wage 
arbitrage 

advantages

Premium on AE 
domestic 
currencies

Distinction of physical 
location of workforce likely 

to fade

Decrease in 
geographic 
labor pool 
arbitrage

Increase in ESG 
driven labor 

metrics



Trends to Watch Going into 2023

1. AI driven automation continues to replace human labor, but 

creating new employment specializations (parity in 2024)

2. Rapid growth in automation through standardized networks

3. Cloud computing overtakes legacy systems, leading to 

decentralization

4. Divergent trends in inflationary regimes likely to create regional 

distortions in wage growth

5. Emergence of multi-polar geopolitical order likely to challenge 

globalized digital business models

6. Potential for digital business models to align along “friendshoring” 

principles, with a premium on trusted regimes

7. Reshoring of manufacturing may place indirect pressure on 

knowledge-work centers

8. Fundamental shift in attitudes toward “traditional employment” likely 

to distort legacy labor pools

9. Physical location of workforce likely to have diminishing relevance

10. ESG targeting may put increasing reliance on WFH employment 

models

TECHNOLOGY

ECONOMIC

POLITICAL

STRUCTURAL



The Great Inflection: Technology and Geopolitics
Presented by – David Cook

David.cook@valtatech.com

https://www.linkedin.com/in/davidcookph/

mailto:David.cook@valtatech.com
https://www.linkedin.com/in/davidcookph/
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HEIKO NITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022

• What  is Great  Leadership all about ? 

• “Take care of your  employees and t hey will t ake care of your  business”  (Richard Branson) 

• “Treat  ot hers like you want  t o be t reat ed”  (Jesus of Nazaret h)

Leadership

 X

HAN Global  

Business Ser vices

SAFETY RESPECT

EMPATHY PERSPECTIVE

TRUE LEADERS 

DEMONSTRATE



32 © 2022 The Conference Board, Inc.  |  www.conferenceboard.org

HEIKO NITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022

• How t o creat e a wor ld class Corporat e Cult ure?

Corporate Culture

 X

HAN Global  

Business Ser vices

VISION/MISSION

CORPORATE 

VALUES

BRANDING

EMPLOYEE 

ENGAGEMENT
LEADERSHIP

REWARDS / 

RENUMERATION

LEARNING / 

DEVELOPMENT

SERVICE / 

PERFORMANCE 

ORIENTATION

“BEST OF BOTH WORLDS” 
(VOLTAIRE, KINGSLEY)
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HEIKO NITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022

• Great  Company Cult ure result s in…

Corporate Culture

 X

HAN Global  

Business Ser vices

Consist ent  Low At t r it ion Rat e of < 10%

High Service Qualit y, successful operat ions

Very successful Employee Refer ral Programs (>60%)

Leavers do not  join BPO/SSC indust r y, but  major it y 
abroad (> 50%)

Ut ilizing Programs for  Int ernal Market ing (e.g. Global 
CFO Conference)

More Growt h and Migrat ions

Halloween
Corporate Social Responsibility
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Q&A


