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Abstract. The Romanian Business Service Sector developed fast in the last decade. Today it employs
more than 120 000 Head Counts and continuously grows. However, companies claim not to get the
right skills from employees to pursue the digital transformation from a mere service sector towards a
more value-added service. Since it has a very young working population with an average age between
26 and 35 years, it is increasingly important to review the employability skills needed by this industry
to safeguard the continuation of the sector. So far, Romanian studies have been deducted reflecting
the skills needed from the sector. In the first instance, these studies used the questionnaire
methodology or global surveys mostly on a very holistic view (ABSL, 2017; Boscor and Bdltescu, 2014).
This paper shows a new approach by deriving the skills needed by employers from their own database:
job descriptions of entry positions published in companies or job boards were analyzed within a
specified period, allowing an accelerated approach to defining skills needed without a too high time
delay given the rapid progressing digitalization. The job descriptions are analyzed by using the
method of qualitative content analysis according to Mayring (2014) using specific criteria based on the
literature review of employability skills. Key findings confirm demand for hard skills such as languages
and IT skills such as Office Suits, Development Environments as well as higher demand for soft skills
especially analysis and problem solving induced by digitalization.
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Introduction

Romania’s Business Service Sector (BSS) - also referred to as Outsourcing in generic terms
- continues to be an attractive and growing nearshore location for West European
countries. Generally speaking, outsourcing refers to a subset of services that are relocated
to third parties outside a company, and that was traditionally performed in-house by the
company's human resources. Thus, it can affect jobs ranging from customer support to
manufacturing to the back office and is usually done as a measure of cost reduction
(Investopedia, 2017a).

The latest A.T Kearney Global Location Index Report (2016) shows that Romania
moved up the ladder by 5 points to place number 13, following Poland (10), Vietnam (11)
and Bulgaria (12). Considering the employment rate, the primary activity within this
outsourcing sector in Romania pertains to the subsectors Business Process Outsourcing
(BPO) with 33% and IT-Outsourcing (ITO) with 34%. The relatively new subsector Shared
Service Center (SSC) which refers to the consolidation and centralization of service



processes within an organization follows with 25%. Research and Development account
8%, which is relatively narrow due to the highly-sophisticated skill requirements (CBRE,
2015). The ITO, BPO and SSC sector in Romania was the second biggest contributor to GDP
growth after consumption, even though it only accounts for 12% of the GDP (Colliers
International, 2017). According to the latest ABSL report, it will continue to grow its current
workforce population of 120.000 headcounts by 14% in 2018 (ABSL, 2017).

At the same time, this sector as any other industry considers productivity gains by
continuously automating activities driving the digitalization process. In Romania, there are
many driving forces for this: a shrinking workforce population due to demographic decline
as well as migration towards other countries. It is estimated that three million Romanians
have decided to move abroad after 1990 out of which 46% are aged 20-34 (Marius et al,,
2017). Therefore, this results in a lack of talent across different industries in Romania
which consequently increases the competition to attract, retain and grow talent. Moreover,
it induces salaries growth, affecting the workforce population of the Business Services
Industry whose average age is 26 to 35 years old (ABSL, 2017).

Furthermore, the latest Deloitte Global Shared Services Report (2017) shows that
finding the “right” talent - that can cope with the increasingly diverse skill set required by
regional and global process owners in the industry as an outcome of continuously driving
end-to-end efficiency and effectiveness - increasingly challenges this specific sector.
According to Lacity and Willocks (2016), the traditional business outsourcing industry in
which companies buy service automation as part of a group of integrated services has
developed notable automation capabilities. Repeatable tasks free up employees to do for
example more customer-facing activities. Thus, the industry needs to rethink the talent
development and skills needed for an enterprise automation capability. If robots are doing
the repetitive tasks, humans will gain more potential for creativity, problem-solving,
judgment and emotional intelligence to solve unpredictable and unstructured issues (Lacity
and Willocks, 2016).

The increased automation and digitalization of work raises the concern how
governmental institutions, the educational system and the business outsourcing sector can
comply with the human capital in demand. For this purpose, it is essential to understand
the concept of employability skills as these skills are to a certain extent dictated by the
employer. This paper is based on previous findings by the authors on employability skills
for the Romanian Outsourcing Industry (Foerster-Pastor and Golowko, 2017). This paper
extends this previous research following two new objectives. First: which specific IT skills
are requested by the analyzed industry? Second: could it be that specific job categories
within the industry demand for a different skills set?

The article is structured as follows. First, the authors provide an in-depth literature
review on the concept of employability and employability skills. A summary of their
precedent research presented in the ICBE conference 2017 on the employability skills for
the Romanian Outsourcing Industry follows to acquaint the reader with the anterior
research findings which raised new research objectives based on the research results. After
that, the subject of study is described followed by the methodology and the results. Finally,
the authors provide their conclusions on the findings. The research is not limited to a
subsector of the Outsourcing Industry in Romania because the jobs descriptions analyzed
do not allow a specific distinction between the subsectors. Also, the authors have made a
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review of the skills most demanded across each job categories considering that a baseline
qualification is such that is requested irrespective of a specific job category.

Literature review

Employability

According to Dearing (1997) employability means merely the "acquisition of skills for life".
This early definition has been expanded and detailed throughout the last two decades. By
now a multitude of definitions can be found in scientific literature considering different
perspectives, see following Figure 1.

—  micro-level

— analytical level == meso-level

— macro-level
short-term
— time -I:
long-term
push
— direction -I:
pull

supply-side
— driving forces -I:

demand side

Figure 1. Perspectives of employability
Source: Authors' own compilation.

Analytical level

In general in sociology, three analysis levels are frequently proposed due to the scale. The
micro-level reflects upon the individual or individual actors, the meso-level upon
organizations and cooperative actors, and the macro-level comprises the whole of society
(Blalock, 1979; Preisendoérfer, 2015).

The possession of all necessary skills for or in the specific employment of an
individual represents the micro-level of employability (Dearing, 1997). These skills can
either be acquired during the education process in school and higher education institutions
before entering the labor market (often referred to as work readiness) or through
continuing professional development programs during all working phases (Gerholz and
Sloane, 2011). Institutional or even regulatory approaches supplement this approach of
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personal achievement (Oria, 2012). Companies increasingly must secure skilled employees
due to changes in technology, work processes, global institutional transformations and
demography (PwC, 2014).

Society's view on which skills are necessary for a global context represents the
macro-level (ESECT, 2017). The level of skills and competencies of employees are even
interpreted regarding the overall prosperity of nations (EC, 2010; European Commission,
2014).

Time

The typical phases of the employment relationship are not only to gain initial employment,
but to integrate into the processes, to be able to add value to the company (and society),
and finally to remain employed, even in various employments (Kraus, 2007; Ismail and
Mohammed, 2015). The focus, therefore, can lie on an individual's ability to become
attractive for a specific employer (Oria, 2012) to find initial employment. The education
system should provide these necessary skills.

As nowadays initial employment is not obtained the whole work life through and the
labor markets are subject to rapid changes and requirements, it is crucial to be able to
handle all transitions during the whole professional life. So, a person's skills must be
developed throughout the whole work life, too (Hillage and Pollard, 1998).

Direction

Closely linked to the time perspective is the question whether skills are pushed into the
market by the future employees or pulled by the companies. Either the companies have to
deal with the results of the education system and must filter out the best matching
applicants, or by explicitly demanding for specific key skills the companies can set
standards the education system must follow, concerning, for example, the usage of new
technology.

This question is widely discussed, especially as several authors state that more or
less significant gaps between the skills searched for by the companies and provided by the
employees can be observed in capitalist economies due to globalization and technological
innovations (Barrett et al., 2005; Belfiore et al., 2004). Asonitou (2015, p. 285) comprises
research conducted in different professions in her article which shows that "the pace of
technology and global business expansion is not moving in parallel to the pace of
professionals’ skills improvement."

The scope of employability skills nowadays asked for ranges from skills in the
specific field of work, i.e., technical, economic or IT sKkills, to soft skills, i.e., personal, social
and communication skills, resilience, flexibility, empathy, integrity or ethical conduct. Some
authors even identified soft skills as more important than hard skills (Asonitou, 2015).
Thus, the question arises whether an education system - in the first place providing hard
skills — would build such competencies and soft skills.

Driving forces

Analogous to other markets, skills are demanded and supplied, too. The expectations of the
labor market in general or a specific employer represent the demand-side of employability.
Either the employee himself or a school or higher education institution that provides
knowledge and skills to the future employee represents the supply-side (Golowko et al,,
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2017). Research in the fields of e. g. didactics or curriculum development deals with the
skills that should be supplied by higher education to meet the future needs of the market
(Niethammer et al, 2014). Supply and demand are thus closely linked. The German
Scientific Council, for instance, asks for employability based on science which is determined
by the labor market's expectations (Wissenschaftsrat, 2000).

In the context of a globalized society, an individual competes with high-performers
all over the world. The importance of employability skills thus steadily grows - but also
becomes increasingly complex (Oria, 2012).

Employability skills

A skill is the ability to do something well. Expressions like expertise, competence, capability,
experience, professionalism or talent are often taken as synonyms. It can also be used
meaning a particular ability like a specific gift or strength (Oxford Dictionary, 2017). Harvey
et al. (2002) explained employability skills as the “willingness to learn and be employed”.
To specify this first very general approach, there is a multitude of definitions and
classifications of employability skills in the literature. The following Table 1 provides an
overview of often cited approaches in this field.

Table 1. Overview of definitions and classifications of employability skills in the literature

Author(s) and year

Definition of employability

Model/Categories/
Characteristics

Hillage and Pollard (1998)

The “capability to move self-
sufficiently within the labor market to
realize potential through sustainable
employment”.

e employability assets

¢ deployment skills

e presentation skills

e personal circumstances

from the employer’s perspective.

Knight and Yorke (2003) A set of skills that "make an individual | USEM model (used in curriculum
more likely to secure and be successful | development)
in their chosen occupation(s) to the e 4 Components (understanding,
benefit of themselves, the workforce, beliefs, meta-cognition, efficacy)
the community and the economy". ¢ 39 dimensions of skills

Archer (2005) Description of required vital qualities e Intellectual ability

e Languages

e business awareness
e performance

e empowerment

e international outlook

Shiel et al. (2005)

The ability to cope with a globalized
and complex world and to
"understand the issues of sustainable
development".

e self-reliant

e connected

¢ well-rounded

e critical

e a specialist in the respective field

Andrews and Higson
(2008)

“... key individual- and business-
related skills and competencies
required by employers of business
graduates and holders of other higher
level qualifications”.

¢ Hard skills (business-related
knowledge)

o Soft skills (interpersonal
competencies, work experience,
and work-based learning)

Bridgstock (2009)

“...desirable graduate attributes that
acknowledges the importance of self-
management and career building skills
to lifelong career management and

Conceptual model of graduate
attributes for employability
including career management skills
¢ Self-management skills
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enhanced employability”. e Career building skills

¢ Discipline specific skills

¢ Generic skills

¢ Underpinning traits and
dispositions

Ismail and Mohammed A “set of skills, knowledge and o Core skills (defined as the
(2015) attributes that likely make individual technical competencies to
to gain, maintain and excel in efficiently use equipment and
employment; obtain new employment; tools)
move between roles within the same e generic skills (non-technical
organization and to get competencies (e. g. social skills))
Promotion®. e personal attributes (the

individual's attitudes and traits)
Source: Authors’ own compilation based on Foerster-Pastor and Golowko (2017).

The definitions and categories mentioned above can further be divided into different
points of views: employability skills either generally regarding an individual, graduate
employability provided by higher education institutions or skills demanded by the
employers.

In this context Stiwne and Alves (2010) state that employers preferred personal
attributes and skills to an academic career when the amount of graduates rises. Hence
employers focus on employability as a person's behavioral competence and capacities. The
traditional academic, theoretical knowledge is often considered as less important. Work
experience and economic understanding are equally highly ranked as selection criteria.
Consequently, companies search for graduates with short learning curves, thus ensuring a
fast-vocational adjustment, important in increasing markets and under competitive
pressure (Stiwne and Alves, 2010).

As Foerster-Pastor and Golowko (2017) state, “though the terms, the wording, the
amount and the perspectives differ, all these specifications of employability skills have one
aspect in common. They distinguish between intangible aptitudes related to the specific
individual and tangible skills”. These tangible skills can be measured in the form of
academic achievement and degrees, as they are the outcome of education and further
training (Knight and Yorke, 2004; Pietro and Cutillo, 2006; Andrews and Higson, 2008).

Employability Skills in the Romanian Outsourcing Industry

Human Capital is becoming more important as the international economy becomes more
digitalized and services oriented. Regarding the hard and soft skills needed by the
outsourcing industry, the Romanian academic literature remains understudied so far -
especially concerning the soft skills needed. Most studies relate to investments in IT and
language skills (ABSL, 2017; Boscor and Baltescu, 2014).

Therefore, the authors’ initial study approach was to understand the skill set
demand of the industry, by analyzing the existing state of literature concerning
employability skills in general as well as focussing on the outsourcing industry. Foerster-
Pastor and Golowko (2017) identified a set of hard, soft and personal attributes derived
from

e factors affecting location competitiveness,
e the business services provided,
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e the literature related to the future trends in the workforce due to the

digitalization of things,

e the demands of different associations belonging to the outsourcing industry
in the world and Romania.

Table 2 shows the identified skills per category.

Table 2. Skills categories analyzed

Hard Skills Soft Skills Personal Attributes
Languages Analysis and Problem Solving Learning

IT Communication Flexibility

Data Entry / Data Analysis Team Work Enthusiastic & Positive

Accounting / Finance

Project Management Proactivity / Business Acumen
Process Management Attentiveness

Sales Knowledge Autonomous work

Teaching Time Control / Prioritization
Human Resources Multitasking

Warranty knowledge Organizational skills

Procurement Knowledge Cultural Awareness

Customer Service Orientation

Resilience
Results oriented
Innovation
Ethical skills
Empathy

Source: Foerster-Pastor and Golowko, 2017.

After that, they investigated if the identified employability skills reflected in the
qualification requirement of a set of 91 job descriptions of the Romanian Outsourcing
Industry. They concluded on their research that the following skills were most demanded.

Regarding hard skills, soft skill and personal attributes the most requested by the
analyzed industry were by far IT and languages skills followed by analysis and problem
solving, communication, teamwork as well as a learning attitude, flexibility and a positive
and enthusiastic spirit. Less demanded were on the hard skill side specific knowledge of the
job description function. Regarding employee-centric soft skills attentiveness, autonomous
work, time control and ability to prioritize were fewer mentioned. A detailed overview of

the study’s results shows Table 3.

Table 3. Summary of key results by Skill Category

Employability Romanian BPO Industry
Skills
Skill Category Hard Soft Personal Attribute
Relation Customer Employee Centric
Centric
Specific Skill + IT Analysis & — Attentiveness | + Learning
+ Languages problem — Autonomous Attitude
o Data solving work + Flexibility
analysis Communicati | — Time control + Positive
o Project& on & ability to Enthusiastic
process Teamwork prioritize o Resilient
manageme Customer — Multitasking o Results
nt service organizational oriented
—  Specific orientation skills — Creativity
outsource Cultural — Empathy
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d function awareness
knowledge
+ Higher importance o0 Middle importance - Less importance

Source: Foerster-Pastor and Golowko, 2017.
Due to the high request of IT skills by the studied industry and the lack of further
specification of the IT skills in the precedent research of the authors, there is the need to
extend the research by a new objective namely understanding which are the specific digital
skills needed. Furthermore, the initial research outcome did not provide information if
there was a typical distribution of skills across job categories as it only gave a general
demand across all job categories. This raised the question if there might be some job
categories that do not follow the above trend of the most demanded skills.

IT Skills

Based on the current discussion on the demand of digital skills needed in the
outsourcing industry in Romania as well as the high importance that is given to these skills
within the industry on an international level, it is essential to understand which type of
digital knowledge is requested by the industry as a specific hard skill whilst taking a more
detailed approach. In countries like the Philippines and India, the BPO industry has already
taken measures to support the growth of digital skills. These are digital marketing including
social media management, application development, and maintenance, enterprise resource
planning (ERP) systems knowledge for SAP and Oracle, Java emerging technologies such as
Cloud and specific language skills such as JAVA (Patag, 2017; Basavarage and Anjaneya,
2014).

Further based on an analysis done by Computerworld Forecast 2016 the following
information technology skills have been identified as necessary for the technology services
industry and are summarized in Table 4. The mention of the identified skills is limited by
the survey to only those which are exclusively related to technical skills, as IT architecture
for cloud computing as well as for enterprise architecture. Companies search for
programming application development due to the continued increase of applications and
the continuity of the internet of things. Web development environments knowledge is still
of high importance as it developed as the primary channel to connect with customers,
clients, partners and employees through the last two decades (Pratt, 2015). Furthermore,
the outsourcing industry is marked by the standardizations of processed and the delivery of
these through service desks. Therefore, it is crucial to know the field of Service Desk
Management.

Table 4. IT Skill categories analyzed

IT Skill Category Definition and Examples

Application Suites Group of programs that are sold as a package to solve common
problems. Also known as "productivity suites," they are “a set
of basic business programs designed with a uniform user
interface and common functions such as spell checking.” The
primary programs are word processing, spreadsheet, and
presentation graphics. Examples: Microsoft Office, iWork,
WordPerfect Office, Lotus SmartSuite, StarOffice, Apache
OpenOffice, G Suite, Zoho and graphics suite. (Yourdictionary,
2017)
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https://www.pcmag.com/encyclopedia/term/46988/microsoft-office
https://www.pcmag.com/encyclopedia/term/58560/iwork
https://www.pcmag.com/encyclopedia/term/54846/wordperfect-office
https://www.pcmag.com/encyclopedia/term/57550/lotus-smartsuite
https://www.pcmag.com/encyclopedia/term/52011/staroffice
https://www.pcmag.com/encyclopedia/term/65055/apache-openoffice
https://www.pcmag.com/encyclopedia/term/65055/apache-openoffice
https://www.pcmag.com/encyclopedia/term/69198/g-suite
https://www.pcmag.com/encyclopedia/term/60276/zoho
https://www.pcmag.com/encyclopedia/term/57515/graphics-suite

Development Environments

Environment referred as the compilation of hardware and
software tools specifically designed to aid in the development
of software and interfaces (Collins English Dictionary, 2014)

Social Media

Kaplan and Haenlein (2010, p. 61) define social media as “a
group of Internet-based applications that build on the
ideological and technological foundations of Web 2.0, and that
allow the creation and exchange of user-generated content.”

Service Desk Management

Service desks are systems designed to support the provision of
IT products and services. When experts refer to a service desk,
they refer to a support service that has specific capabilities
related to troubleshooting or calibrating products or services
(Technopedia, 2017a)

Operating Systems

A program that manages a computer’s resources, especially
the allocation of those resources among other programs.
Typical resources include the central processing unit (CPU),
computer memory, file storage, input/output (I/0) devices,
and network connections. Examples: Windows, Linux.
(Britannica, 2017)

Programming Language

A programming language is “a computer language engineered
to create a standard form of commands. These commands can
be interpreted into a code understood by a machine. Programs
are created through programming languages to control the
behavior and output of a machine through accurate
algorithms, like the human communication process.”
Examples: Java, C++, Cobol, Fortran (Technopedia, 2017b)

Enterprise Resource Planning Systems

Enterprise resource planning (ERP) is “a process by which a
company (often a manufacturer) manages and integrates the
important parts of its business. An ERP management
information system integrates areas such as planning,
purchasing, inventory, sales, marketing, finance and human
resources. ERP is most frequently used in the context of
software.” Examples: NetSuite ERP, Oracle E-Business Suite,
SAP ERP, Sage 100c, PeopleSoft, Epicor ERP, SAP S/4HANA,
and Oracle ERP Cloud (Investopedia, 2017b)

Network protocols

Network protocols are “formal standards and policies
comprised of rules, procedures and formats that define
communication between two or more devices over a
network.” Network protocols govern the end-to-end processes
of timely, secure and managed data or network
communication. Examples: communication protocols, such as
TCP/IP and HTTP Network security protocols: Implement
security over network communications and include HTTPS,
SSL and SFTP (Technopedia, 2017c)

Source: Authors’ own research results.

Methodology, data analysis, and results

Methodology

This research follows the methodology used by Bennett (2002) who made a content
analysis of transferable skills demanded by employers in the UK. It is slightly modified by
limiting it to a sector and by extending it to some hard skills, leaving out an additional
questionnaire to managers. Furthermore, the authors also recognize the methodology of
Burning Glass Technologies (2015) who make an extensive analysis of job descriptions in
the USA by skills’ importance in an occupation, and how frequently that occupation’s job

postings request a skill. In this way baseline skills are defined for job categories.
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https://www.britannica.com/technology/computer
https://www.britannica.com/technology/central-processing-unit
https://www.britannica.com/technology/computer-memory
https://www.britannica.com/technology/input-output-device
https://www.investopedia.com/terms/h/humanresources.asp
https://www.investopedia.com/terms/h/humanresources.asp
https://www.g2crowd.com/products/netsuite-erp/reviews
https://www.g2crowd.com/products/oracle-e-business-suite/reviews
https://www.g2crowd.com/products/sap-erp/reviews
https://www.g2crowd.com/products/sage-100c/reviews
https://www.g2crowd.com/products/peoplesoft/reviews
https://www.g2crowd.com/products/epicor-erp/reviews
https://www.g2crowd.com/products/sap-s-4hana/reviews
https://www.g2crowd.com/products/oracle-erp-cloud/reviews

Two questions have been addressed based on previous study outcome: “which are
the IT-specific skills needed by the Romanian BPO industry?” and “is there a distinct or
common distribution of employability skills demanded by job category?”.

Regarding the first question corresponding to the digital skills requested by the
industry, the defined set of job advertisements of the Romanian Outsourcing Industry was
coded according to the deducted IT skills in the previous chapter. It is worth mentioning
that analytical skills have been included in the initial research which in many cases also
involves knowledge of specific software knowledge, but have been left out of the analysis
presented here. Concerning the second objective, a cross job description analysis was
deduced on the basis of the research results of Foerster-Pastor and Golowko (2017).

As scientific method, the qualitative content analysis by Mayring (2014) is used. His
approach is a systematic, rule-governed text analysis of bigger text-corpora. Based on the
quantitative content analysis, the methodology is enhanced qualitatively by embedding the
material in its communication context.

Data sample

The authors make use of the same set of 91 job advertisements of 10 international
outsourcing companies with a subsidiary in Romania as in their previous research to
ensure consistency while extending their research (Foerster-Pastor and Golowko, 2017).
These job advertisements were published on independent job boards as well as on the
companies’ career sites from November to December of 2016 and January of 2017. They
were restricted to the following outsourced services which according to the ABSL
Outsourcing Industry Report 2016 are the most outsourced services (in descending order):
IT Services, Customer Operations, Finance & Accounting, Human Resources, Procurement.
The sample structure is displayed in Figure 2.

Finance & Accounting
10%

Sales
9% Data Entry

2%

Procurement
HR 2%

6%

IT
32%

Others
[PERCENTAGE]

Business Intelligence
3%
Customer Service
36%

Figure 2. Sample structure of job advertisements surveyed by service sector
Source: Authors’ own research results/contribution.
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The work location of the advertisements was restricted to the city of Bucharest since
approx. 55 % of the Business Outsourcing Industry in Romania is situated in this location
(Marks, 2015). The job advertisements were limited to graduate or entry positions,
meaning not demanding more than one year of professional work experience. Seasonal
variations were not excluded therefore it rather seems a coincidence that the sample
structure reflects in a way the relevance of the outsourced service sector.

However, this survey intends to give an initial direction on the skill requirements of
the industry. Also, job descriptions which did not specifically mention years of required
experience were double reviewed based on the professional experience and responsibilities
demanded. In the understanding that senior-level positions require more complex strategic
responsibilities as well as team leadership, job descriptions fulfilling these criteria were
excluded from the studied sample.

The skill survey was limited to the specific qualifications often described in the
section of a job description as qualifications and professional experience required. The
section “main responsibilities indicated within the job advertisements” have been left out of
the analysis as it left room for subjectivity but could be analyzed in future research.

Results analysis

The results show that from 91 job advertisements analyzed 75% demanded IT skills.
The level of digital literacy requested varied from medium to expert knowledge. The
demand for higher literacy level despite entry-level positions can be explained due to the
high percentage job descriptions dedicated to IT services which could be addressed to
students coming from the IT and Science field who are expected to have this high degree of
literacy. Figure 3. shows the number of mentions by digital skill category. It is worth
mentioning that out of 91 analyzed job descriptions 89 did mention at least one of the
analyzed IT skill categories.

.
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Figure 3. 1T SKills
Source: Authors’ own research results.
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The highest demand for IT skills required is office suits literacy, which is not
surprising as this still is the primary communication channel dictated by the professional
work environment. The incremental importance of working within software development
environments shows the growing need to bring this topic closer to a broader population of
future talent, what may be explained by the increased automation within the BPO industry.
However, it seems that the need for knowledge of ERP is less which is an unexpected result.
This topic will need further investigation, as ERP is most commonly used in the context of
software (Investopedia, 2017b).

Required skills across job categories

To understand if specific skills are required across job categories the authors analyzed the
percentage of skill demand per job category limiting the analysis to the following job
categories Customer Service, IT, Finance, Sales and HR as these are the job categories with
the highest number of job descriptions available within the data analyzed. In this way, six
skills in common were identified across all analyzed job categories which are language,
analysis, and problem-solving, IT, communication, teamwork, proactivity and business
acumen. Skills with the highest number of percentage of skill mentions across all job
categories are in descending order language, analysis and problems solving and IT. Figure 4
shows a summary of the results.
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S Custqmer Finance HR IT Sales
Service
OLanguages 94% 100% 100% 86% 100%
Analysis and Problem Solving 77% 100% 80% 55% 80%
0T Skills 77% 43% 60% 86% 80%
O Communication 66% 14% 80% 45% 100%
Team Work 51% 86% 40% 38% 80%
Proactivity / Business Acumen 49% 57% 40% 17% 100%

Figure 4. Percentage of skill mentions across job categories
Source: Authors’ own research results/contribution.

We can, therefore, confirm that irrespective of job category language skills and IT
skills continue to be in high demand. However, analysis and problem solving had not been
identified in previous report outcomes of the Romanian Outsourcing Industry such as the
ABSL and KPMG (ABSL & KPMG, 2016; ABSL & KPMG, 2017). It is unexpected that the
communication skills within the Finance job category demonstrated a low demand
compared with the other job categories with only 14%. Also, an unforeseen result is that IT-
related job descriptions did not demand much of proactivity and business acumen skills.
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Conclusions

The primary purpose of this article was to understand which skills are currently in demand
by the outsourcing sector, with the aim to continually be competitive on a global level and
to match with a digitalized world. Further, it intended to provide direction to the
educational and governmental institutions by giving insight on the requirements of a
growing business sector in Romania regarding the skills needed.

The findings of the research show that irrespective of job categories analyzed the
Romanian outsourcing sector is following the movement of the Industrial Revolution 4.0
regarding employability skills. The fourth industrial revolution is characterized by the
combination of technologies that are disrupting the lines between the physical, digital, and
biological spheres (Schwab, 2015). It implies the conversion of analog information into
digital. The digitalization of things has a significant impact on the workforce at various
levels such as rationalization, knowledge, performance, efficiency or skill set.

The results of this study show a high demand for language skills irrespective of job
category which is explainable due to the nature of the business which offshores business
services to reduce costs. However, the need for language skills might change in time with
the technological advancements that instant translation systems allow. To understand the
extent to which language skills will continue to be demanded and might need an effort to be
increased within the employable population implies further research.

Concerning IT Skills, there is mainly a high demand for Office Suits which is
considered as one of the leading communication tools in our globalized economy. The
authors consider that transferring skills in this respect could be encouraged amongst all
students through universities as it does not imply a too high level of technicality. Already
today many office suits providers like Microsoft have special prices for students or have
particular agreements with universities to provide their software. However, students would
need to be encouraged to use these tools more with exercises by the education system.

The increased demand for more technical abilities within Development
Environment, Network Protocols and Programming is more challenging when trying to
build up a talent pipeline with this skills as these are not “universal” abilities that are very
popular and need a more extended period of technical training. A joint effort is needed by
different stakeholders to promote this ability amongst talent to be able to generate a critical
mass of talent.

The World Economic Forum Report on the Future of Jobs (2016) anticipates that the
computer and mathematical job family relating to data analysts, software and application
developers will have high growth rates not only for the IT and Communication sectors but
also to a wide variety of other sectors including the Professional Services Sector. With this
analysis of the Romanian Outsourcing Industry, we can confirm this trend as well as the
trend for the higher demand for analysis and problem-solving skills due to digitization.

The latter trend can be derived from the big mass of data that can be collected
through automation and from the requirement to derive conclusions to be able to add value
to the services provided to customers.

This paper has given an initial direction for further research within the skillset
demand of the Romanian outsourcing industry. It needs to be deepened how much
technical skills in specific services such as Human Resources, Finance, and Accounting,
Procurement are needed by the industry based on the low number of specific skill mentions
on the job descriptions also across job categories. Further research should focus on how the
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business sector together with the governmental and educational institutions can
collaborate to comply with the skillset in demand.

Although job descriptions are indicators to provide an objective measure of business
requirements, these do not describe the level of competence needed. This could be
understood as a shortage of the outcome. Therefore, it is crucial that future employees,
employers, and universities understand the precise level of skill attributes to be able to
cope with the skills in demand.
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