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The purpose and background
of this research

The research introduced in this report aimed to gather key
Insights into project management practices within the Business

Services Sector in Hungary both locally and globally.

The research also highlights the types of projects currently
being run, the role of Project Management Offices (PMOs), and
the challenges and strengths in delivering projects in the BSCs.

To reach the goals of our research, a survey was conducted with
the participation of 25 executive-level respondents from

centers located in Hungary.

Our fieldwork took place from October 2024 to November 2024.
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Operational efficiency is the most common goal conducted
in the BSCs

Operational efficiency
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Enhancing service delivery

Cost reduction

Growth

Compliance

Contributing to global projects
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Reaching towards sustainability

Security

« Life Science
« R&D
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What are the most common goals conducted in your BSc?




Process Improvements, Shared Services/Transitions
Implementation, Outsourcing and Cost Reduction are the
main projects currently running in the respondent BSCs

Process Improvements Projects

Shared Services/transition Implementation Projects

—
N

Outsourcing and Cost Reduction Projects

Customer Experience and Support Projects

»

IT and Digital Transformation Projects

Regulatory Compliance Projects

Al projects

Talent Management and Human Resources Projects
Global Operations and Supply Chain Projects

Business Continuity and Disaster Recovery Projects

n

Sustainability and CSR Projects

Mergers, Acquisitions, and Integration Projects

other, namely: [ IF3 :{- Life Science

+ R&D

What types of projects are currently running in your BSc?




12 (48%) of the respondent BSCs have global, 4 (16%) have

local, 7 (28%) have PMO both local and global PMO within the
organization

= Yes, globally
m Yes, locally
m Yes, both locally and globally

m No, we don't have PMO in the
organization

Do you have PMO within the organization?




The most common project management services provided
locally within the company and internationally within the
company group among respondents

Locally within the company

Internationally within the company
group

Internationally to external customers

Locally to external customers

No project management service is
provided

What type of project management service is provided by your organization?




15 (80%) of the respondent BSCs have a project management

organization in their local BSC, but 5 (20%) of them are not
locally managed

mYes
m Yes, but not locally managed

m No, there is no project
mManagement

Is there a project management organization in your local BSc?




12 (72%) of the respondent BSCs have a portfolio management

organization in their local BSC, but 6 (30%) of them are not
locally managed

mYes
m Yes, but not locally managed

m No, there is no portfolio
mManagement

Is there a portfolio management organization in your local BSc?




Reporting, Mentoring, Project management methodology
owning and developing are the main responsibilities of the
PMO/project management at the respondent BSCs

Reporting

Owns and develops project management methodology
Mentoring

Training (methodology and skill development)

Portfolio management

We don't have a PMO team in our BSc

other, namely: n » « Service Management

What are the responsibilities of the PMO/project management team?




In 16 (70%) of the existing PMO teams there are 1-5 people, in 5
(22%) there are 6-10 people, and there is 1 BSC where more
than 30 people works in the BSC's PMO team

= 1-5 people
m 6-10 people
m more, than 30 people

m | don't know

What is the size of the PMQO staff for project management within your local organization?




Concerning projects, allocating team members and

capacities is the most common decision-making right that
the BSCs have locally

We can allocate team members and capacities

We define project scopes

We take part in global portfolio management decisions
We decide on budget utilization within a project

We have local budgets for projects

We own global project delivery

other, namely: n » « Driven by global team

What decision-making rights do you have locally, concerning projects?




In delivering projects, most BSCs consider aligning projects
with organizational strategy, and project managers with the
right skillsets as their strength

Projects are aligned with organizational strategy
Project managers with the right skillset
Clear project prioritization and governance

Projects are on budget

!
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Standard project management methodology available

= |

Global collaboration regarding PM/PMO

Projects are ontime

]]

Well-defined project scoping
Sufficient capacities are allocated for project-works

Motivating environment for project members

v

« Control over budgets and delivery

other, namely:

What do you consider to be your strengths in delivering projects in your global service centers?




The biggest challenge what BSCs face in delivering projects
are the continuously changing business requirements

Lack of budget for projects _
Lack of skills and talent _
Slow and/or inefficient decision-making m
Lack of capacity allocation for project-works _
Lack of motivation for team members
Lack of global collaboration regarding PM/PMO m

Lack of standard project management methodology

other, namely: n —> . Stakeholders are not well-defined

What are the biggest challenges you face in delivering projects in your global service centers?




In 22 (88%) of the respondent BSCs there are standard project
management processes

‘ - No

m | don't know

Are there standard project management processes within your organization?




12 (48%) of the respondent BSCs have local project
management methodology, while 11 (44%) don't

m Yes
m No

m | don't know

Do you have local project management methodology?




22 (88%) of the respondent BSCs evaluate the success of
projects, 3 (12%) do not.

' mYes
m NO

Do you evaluate the success of projects?




Customer satisfaction, cost efficiency and quality are the
metrics that are mostly measured to evaluate the success of
a project among respondents

Customer satisfaction

Cost efficiency

Quality

Budget utilization

Level of process standardization and

: — ¢ Scorecard against
automation

project goals and
metrics achieved: from
savings, quality,
productivity, etc.

v
A

other, namely:

» Tailored to project
deliverables.

— + Deliveredvs planned
features.

Which metrics do you measure to evaluate the success of the project?




Respondents considers the project management culture
rather strong in their BSCs

B Somewhat weak ®m Neutral B Somewhat strong B Very strong

How strong is the culture of the project management in your organization?
Please mark from 1to 5, where 1= very weak, 5= very strong.




In 18 (72%) of the respondent BSCs there are requirements
regarding the qualifications of the project managers

mYes
m NO

m | don't
know

Are there requirements regarding the qualifications of the project managers?




In 20 (72%) of the respondent BSCs there are requirements
regarding the qualifications of the project managers

mYes

m NO

Are there project-specific skill expectations and/or trainings for internal project managers?




In the bigger portion of the respondent BSCs, there is
resource-planning in place for all project members working
on projects

Yes, for all project members

Yes, only for key project members

No, there is no resource-planning for team members

Is there resource-planning in place for team members working on the projects?




In 10 (40%) of the respondent BSCs, the time spent on
projects is monitored and documented, in 9 (36%) BSCs it is
only monitored

Yes, it is monitored

Yes, it isdocumented

No, it is not monitored or documented

Is time spent on projects are monitored and/or documented for team members?




Among those BSCs where the time spent on project is

monitored, in 14 (74%) organizations there is an escalation

process in place when team member capacities are over
utilized in a project

mYes
m No

m | don't know

If it is monitored, is there an escalation process in place for when team member capacities
are over utilized in a project?




Bigger portion of the respondent BSCs don’t utilize PMaas or
PMOaas, while IT contracting globally is more common

PMaas (Project Management as a Service)
p 4 16 3

m Yes, locally m Yes, globally mNo m | don't know

PMOaas (Project Management Office as a Service)
1 4 17 3

m Yes, locally B Yes, globally mNo m | don't know

IT contracting

E Yes, locally B Yes, globally mNo | don't know

Do you utilize the following service: PMaaS (Project Management as a Service)?
Do you utilize the following service: PMOaa$S (Project Management Office as a Service)?
Do you utilize the following service: IT contracting?




PM/PMO trainings are more utilized than PM/PM

consultancy, both are utilized rather globally among the
respondents

PM/PMO trainings
B Yes, locally B Yes, globally ENo m | don't know

PM/PMO consultancy
4 9 8 4

B Yes, locally B Yes, globally mNo | don't know

Do you utilize the following service: PM/PMO trainings?
Do you utilize the following service: PM/PMO consultancy?




Most of the respondent BSCs rate their organization’s
project management maturity rather positively

B Somewhat immature ®m Neutral B Somewhat mature ® Very mature

How would you rate your organization's overall project management maturity?
Please mark from 1to 5, where 1= very immature, 5= very mature.




The following priorities for improving project management
practice were mentioned on the first place by the BSCs

Aggregated replies from 22 respondents (first place)

« Establishing Enterprise (Cross Function) PMO.  Implementing PMaas.
« Project follow up and evaluation post go-live. « Commercial aspects.
 Prince and PMP cert increased penetration. « Resource utilization.
« Tocreate a real in-use value of projects. « Cost effectiveness.

« Ensuring value creation after delivery. « Building the team.

« Training and Skill Enhancement. « Quality assurance.
 More PMI training and Cert's. » Project scoping.

« Foster mindset / PM culture. « Create concept.

« Establish Quality Standards. * Improve skKills.

« Automation deployment. « Being Agile.

« Al Based Driven projects. « Quality.

What are your top three priorities for improving project management practice
in the next 12 months? (slide 1/3)




The following priorities for improving project management
practice were mentioned on the second place by the BSCs

Aggregated replies from 21 respondents (second place)

« Deliver key projects from cost, speed and quality perspective.

 Processimprovement planning and execution.

« Utilize PMs on multiple projects parallelly. * Generative Al implementation.

. .. . . « Making more space for users.
« Toimprove decision making on projects. 9 P

 More local PM and PM Admin resources. * Havea Resource Plan.

« Gain more robust knowledge - globally. * Identifying right skills.

. : : : * Avoid cost overrun.
« Training more internally with PM sKills.

- Create independence and objectivity. * Ontime delivery.

+ Better control on resource utilization. * Standardization.

« Reducing project delivery costs. * Time allocation.

. . * Revenue gain.
 Resource allocation monitoring.

« Estimation.

What are your top three priorities for improving project management practice
in the next 12 months? (slide 2/3)




The following priorities for improving project management
practice were mentioned on the third place by the BSCs

Aggregated replies from 20 respondents (third place)

* Providing access to PMs for wider organization. « Enable empowerment.
 Train more people in ops teams on projects. « Reworking on costing.
« Toimprove selection method on projects. « Customer satisfaction.
* Project Resource Talent Development. « Financial efficiency.

« Drive complex programs vs projects. « Deliver on budget.

« Execution within timeline & quality.  Expand the team.

« Better Change Management. « FTE optimisation.

» Global and stable PM policy. « Documentation.

« Stick to Realistic Timelines. « Tool support.

« Alignment with strategy. « Utilization.

What are your top three priorities for improving project management practice
in the next 12 months? (slide 3/3)




Additional comments or suggestions regarding project
management in the organization formed by respondents

Aggregated replies from 12 respondents

« Establish central PMO functions which oversees all initiatives and empowered to decide on priorities
which really support strategical directions and provide most benefits vs cost.

« A much better spread over the organisation, IT development heavy projects are well prepared and
managed while others are less prepared and managed.

« Very strong skills and methodology, but too many projects at same time with changeable priorities.
« |dentifying key decision makers among the stakeholders is the key.

« We should establish the global PM standards and PMO area.

« PM CEO would be good for best practice sharing.

 Progressing, but change is not done overnight. * Succession plan, trainings.
« More planning and monitoring. * Increase utilization.

* Should be a standard service. « Sofaritisgoing.

What additional comments or suggestion do you have regarding project management
In your organization?




DR. PETER NEMETH BENCE ISTVAN LENK JupITt TIMEA VARGA ESZTER KARADY  KALMAN KOVACS

Leader of the CoRe lab VERECKEI-POOR President of FORGACS Director of Senior Management Head of PMO, Senior
Assistant professor at PhD student at ABSL Hungary Board Member of Operations at Consultant at IFUA Consultant
University of Pécs University of Pécs ABSL Hungary ABSL Hungary Horvath & Partners

For similar content please visit the website of ABSL

the CoRe lab l\‘ B S L HORVATH
pécsikbzcaz '~ A IFUA o E’i';‘?schs%wEssmcm

https://ktk.pte.hu/hu/thecorelab https://absl.hu/ https://www.horvath-partners.com/hu/ https://www.profexec.com

S ABSL




