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Foreword

his year, the Hungarian Investment Promotion Agency (HIPA) celebrates its
—|_ 10th anniversary, marking a decade of significant accomplishments. Between 1

January 2014 and 31 December 2023, HIPA facilitated 2,123 projects, attracting
investments worth approximately EUR 49 billion and creating over 150,000 new
jobs. In 2023, we doubled the previous year’s investment record, generating more
than EUR 13 billion in investments. This achievement is even more remarkable, as it
exceeded the combined FDI inflows of all other V4 countries that year.

These successes have reshaped the goals of attracting FDI. In the early 2010s,
Hungary’'s unemployment rate exceeded 10%, necessitating large-scale investments
with substantial job-creation potential. As a result of effective investment incentives,
the government succeeded in creating almost one million new jobs, reducing the
unemployment rate to around 4%. Consequently, the focus has increasingly shifted
towards generating higher value-added jobs, placing even greater emphasis on
Hungary's thriving business services (BSC) sector.

Continuous growth in added value is also vital for the sector itself, which has seen
the number of R&D positions double compared to last year. The sector’'s maturity
and complexity continue to grow, as 81% of centers plan to introduce new high-value-
added functions within the next 1-3 years. The business services sector’'s quiet
growth is largely due to its ability to retain skilled, multilingual young professionals,
offering them well-paid jobs with good working conditions. This is evidenced by the
fact that the average age in the sector is under 35, and its size has more than doubled
in terms of number of companies and employees since 2018, with a 10% growth in
the last year alone.

Another key driver of growth is the sector’s increasing interest in university towns
across the country, with more offices opening in these locations, helping local talent
stay in their hometowns. For companies, this geographic diversification offers
opportunities to maintain business continuity while tapping into the pool of emerging
university talent.

The favorable investment environment in Hungary, along with its tax structure and
skilled talent pool, enables both existing and new BSCs to meet their growth needs,
which aligns with government objectives. Given these factors, we expect continued
growth and significant development in the business services sector, both in Budapest
and regional university cities, supported by tailored incentives that match its evolving
needs.

The Business Services Hungary 2024 report offers a detailed overview of all these
trends in the Hungarian business services sector, covering its historical development,
current trends, and future outlook. It explores the sector’s growth drivers, challenges,
and strategies employed by businesses. The study is a result of the collective efforts
of partners such as the Association of Business Service Leaders Hungary (ABSL),
the American Chamber of Commerce of Hungary (AmCham), CBRE Hungary,
Randstad Hungary, and Knowledge Pyramid, alongside participating companies.
Their insights have enriched our understanding of the sector and laid the
groundwork for informed decision-making and strategic planning. This report aims
to serve as a valuable resource for businesses, policymakers, and academics,
providing a foundation for leveraging the sector’s potential to drive economic growth,
foster innovation, and shape the future of the business services industry in Hungary.




Introduction to the Annual Business Services
Hungary Report

The Annual Business Services Hungary Report provides an insightful and detailed analysis
of the business services sector, offering a snapshot of its current landscape and future
trajectory. This report is the product of a collaborative and data-driven approach, ensuring
that it captures the most relevant trends and challenges facing the sector.

Key highlights of our methodology include:

Questionnaire Development: We partnered with the Association of Business Service
Leaders (ABSL) and the American Chamber of Commerce (AmCham) to enhance the depth
of our survey, which now includes over 100 questions. These questions explore various
dimensions of the sector, such as growth, labor market shifts, competitiveness, and real
estate trends.

Broad Industry Engagement: We gathered responses from 72 Business Service Centers
(BSCs) across Hungary, which account for 33% of the centers and 51% of the sector’s
workforce. This broad participation allows us to track historical developments and forecast
future changes for the entire business services industry.

Expert-Led Analysis: We conducted our analysis in partnership with Knowledge Pyramid, a
leading consulting firm with extensive experience in Hungarian and regional business
services. This collaboration ensures that the data is interpreted from multiple professional
angles, providing a balanced and thorough evaluation.

Comprehensive Market Overview: In addition to sector-specific insights, we included an
overview of labor market and real estate trends in partnership with Randstad and CBRE. This
adds further context to the industry’s current state and potential growth areas.

Local Stakeholder Contributions: Recognizing the importance of regional diversity, we
engaged local municipalities, investment bodies, and universities to explore the potential of
key university towns and remote regions, further enriching the report.

This report highlights our commitment to providing a clear and well-rounded understanding
of the business services sector, powered by collaborative efforts and expert insights. We are
grateful to all stakeholders who contributed to this study, as their input has been invaluable
in shaping a comprehensive overview of the sector’s dynamics in Hungary.
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in the face of global economic\essures. As of 2024, the industry
comprises 215 BSCs, up from 201in the previous year, with a workforce totaling
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Evolution
of the Hungarian BSC market
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215
BSCs

110,836

employees
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Operational model
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51% cCaptive 54%, Captive 55%, Captive 57 % Captive 56% Captive
Hybrid Hybrid Hybrid Hybrid Hybrid

BPO BPO BPO BPO

Number of BSCs
and employees
represented in the survey

L1 [

41,870 48,576 51,489 61,046 56,115

employees employees employees employees employees



General | nformat] O n The Business Services survey, conducted in July

2024, gathered insights from 72 companies across

various industries. Together, these companies

abOUt the Survey employ 56,115 individuals, accounting for 51% of °
the labour force across 215 centers. This survey 4/o 140/

°

|ndu5try & Emp[oyee provides valuable data on the employment 0-50
landscape and the contributions of these employees 0-3years
coverage companies to the overall workforce.
°
21% 8%
1,000+ “
employees 4-6 years

30% 18%

51-250 7-10 years
employees N
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45% i 60%
Non-participating Non-participating Participating Participating 251-1,000 il 114+ years
employees BSCs BSCs employees employees ki
54,721 143 72 56,115
Y
Size of responding BSCs Maturity of BSCs Average age

Size of responding BSCs

Most companies participating in the survey boast in a limited number of large Hungarian
a strong presence in Hungary, with 60% of companies being included in the survey.
respondents having operated in the market for Hungary’'s number of service centers has been
more than 11 years. Additionally, 18% have steadily increasing, highlighting the country’s
provided services to their clients for 7 to 10 years. appeal in the region. Overall, the market
A significant portion of the respondents employs demonstrates impressive stability and maturity,
more than 250 workers. However, it's important  with centers established over a decade ago
to note that we only reached out to a select group  continually enhancing their capabilities within
of Hungarian-owned companies, which resulted the Hungarian marketplace.
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Service locations of BSCs responding

According to the survey responses, 14% of many businesses continue to explore other low-

Business Service Centers (BSCs) plan to open new cost locations for their outbound services.

service units in Hungary over the next three years, Nevertheless, Hungarian Tier 2 cities are actively .
with 7% targeting rural areas for these expansions.  positioning themselves to lure potential investors,

Notably, 25% of respondents have relocated benefiting from significant universities that

specific processes to Tier 2 cities, with 17% moving  provide a well-educated and multilingual talent oo
to various Tier 2 locations and 8% establishing pool. This combination of well-prepared labour

operations in Pest County. These areas outside the and growing investment potential reflects a

capital are increasingly regarded as attractive promising outlook for the future of BSCs in

options for secondary site openings. While there is  Hungary. Service locations of BSCs responding

a modest increase in investment in rural areas, Note:dgshtboarddata Is based on the responses of survey
respondents.
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(responde
companies)

Major BSC
locations in Hungary

8 cities /

Budapest, Debrecen,
| Szeged, Székesfehervar,
| Pécs, Gydr, Miskolc,
~Veszprém

/ Languages used
by the centers

English, German,
Hungarian, French,

Spanish, Italian,
. \and many more...
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Industry of

> ..................................................................... ... Dl .

/ respondents
22% 19%

IT & related
services & Engineering

7% 6% 6% 4%

Telecom, Media Financial  Transportation Energy
& Utilities

Entertainment  Services & Logistics

o o
3% 1%
Education  Custamn Healthcare
Services services

¥Aspin previous years, the most prevalent industry
profiles among respondents include
manufacturing, engineering, information
technology, and automotive, with over 50% of
participants offering services in these sectors.
Notably, there has been a marked increase in the

56%

Captive Hybrid BPO
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Government, public
sector, NGO

17% 17% 10%

Manufacturing  Automotive  Business Chemical,
Services  Pharmaceuticals,
MedTech, Biotech

<

4%

Agriculture  Retail
Aerospace

Real Estate
& Construction

number of companies providing business services
compared to prior years. However, companies in
the chemical, pharmaceutical, MedTech, and
biotech industries appear to be experiencing

stagnation in the number of newly estabhshed.--"':

operations.

Operational model
of respondents

Regarding operational models, 56% of
respondents are captive centers primarily
providing services to their parent companies.
There has also been a notable rise in the number
of hybrid companies, with an increasing number
of respondents indicating this structure
compared to previous years. Conversely, the
proportion of Business Process Outsourcing
(BPO) companies has decreased to 11% compared
to 2023. This shift reflects evolving trends in the
industry, with more organizations adapting to
hybrid models while traditional BPO structures
face a decline.

Geographical Areas Served
from BSCs 1n Hungary

43%

*
Regional ' Regiqnal
North & Central Reglonal AS]Q
America Middle East Pacific
Regional Regional Regional
South America Africa Australia

There has not been a notable change among responding business service centers (BSCs) that
provide services on a global scale. Over 50% of respondents deliver services worldwide, reflecting a
higher maturity level within the sector. Additionally, 40% of respondents cater to various European
countries. However, there has been a decline in regional focus on servicing countries in the Middle
East and Africa compared to previous years, indicating a shift in priorities and strategic landscapes.
Meanwhile, North and Central America continue to be key areas of interest for service providers.

100%

80%

60%

40%
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I

é\‘;‘\ *&QQ 0*-\90 e'o& é\'bo ‘;\';o &6\ oi\‘;o qq"oq' ~¢'& 04'3*' Q\'bo *%6\" "\0‘\ 8{;‘\ é\“}\ "\‘;Q é\,;(‘ ‘Q’Q\}' ‘o‘Q:“ “9@‘ ,QQ"Q'
CHECINNC R A A S FT& T " T T
L ]

Hungarian BSCs continue to excel in providinga of Dutch, and Polish languages. Moreover,

Regional

robust multilingual platform for service delivery.
The top five languages utilized are English,
German, French, Italian, and Spanish.
Additionally, there is a growing trend in the use

foreign nationals often lend their expertise by
offering services in exotic languages as native
speakers, further enriching the linguistic
diversity available.
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i% Functional focus

Hungary continues to be a reliable destination for
Finance, Accounting, and Controlling services, with a
notable increase in this functional area compared to
previous years. Human Resources and Procurement
services also remain key components of the extensive
service portfolios offered by respondent companies

N\

19% —=
Legal Services
& Processes

21%

Engineering

oo
Other

% \\II/

L

AN

22%

Research, Development

& Innovation .
"I,:.:‘l Al

Meanwhile, there is an ongoing emphasis on delivering
information technology-related services. However,
focusing on research, development, and innovation
within the Business Service Centers still requires
enhancement to fully capitalize on emerging
opportunities.

—

! ‘ 5% ng
Banking,
Financial Services
& Insurance
(BFSI)

@ 53%

Customer

Service
(Internal &
External)

&Y =1

> 38%

33%

. o,
Artificial o 51%
; ales .
Intelligence ) IT Service Desk
Marketing
FunCtiOnS Regarding talent distribution across various segments of BSCs, survey

in number of FTEs*
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respondents have noted a slight decline in the proportion of employees engaged
in Finance, Accounting, and Controlling, which currently accounts for 21%.
Similarly, the areas of information technology, human resources, customer
service, and IT service desks are experiencing stagnation. These trends
exemplify the evolving dynamics of workforce allocation within BSCs.
Interestingly, there has been a significant increase in employment within
Research, Development, and Innovation compared to previous years,
highlighting a positive shift in focus towards these crucial areas.

* % of the total number of survey respondents

=N
]

Finance, Accounting & Controlling®

0

Purchase Order to Record Controlling Travel Master Data
tot Pay Cash (or AR) to Report (GL), & Expenses Management
(or AP) Fixed Assets,

(FP&A, RP&A)

g ........................... 2 ’6 “42 ........ ‘38 ........................ .6

Audit

Management
Reporting / Bl

Human Resources

Taxation Data Analytics Treasury

HR Recruitment
Administration

Talent
Management

Payroll Learning

& Development

42 39 r4: 6

HR Contact Mobility Other
Center

IT Functions

Reporting

Compensation
& Benefits

44 40 40 39 36 36

IT Service Infrastructure  Cyber Data Science Software Software
Desk Management  Security / Big Data Development Development
Management (Back End) (Front End)

36 33 32 26 24 7

Application Business Cloud - Artificial Software Other
Lifecycle Intelligence ~ Operations Intelligence Development
Management (Mobile)

* % of the total number of survey respondents



?}\ Procurement, Logistics
\x)/- & Supply Chain

53 47 47 36 4

Procurement Sourcing Purchase Order SUDPW Other
& Contracting Management Chain
Management

Customer Service
(Internal & External)

39 38 36 6

Customer Customer Sales & Account Other
Helpdesk Helpdesk Management
(Non-voice) (Voice) Support

(E@ Sales & Marketing
AW

B o ... G ...
Pricing/Bid  Client Contract Sales & Account Advanced Direct Other
Management Management Marketing Management Analytics Marketing
Customisation (marketing
| & sales)
N
‘;@\T Research, Development & Innovation functions
- B

14 13

Other R&D Engineering
(non-IT)

é& Legal Services & Processes functions

Y
14 7

Legal services  Other

‘é Banking, Financial Services
& Insurance (BFSI)*

............................. ....
Compliance Anti-Money Fund Asset Other BFSI specific
& Risk Laundering Accounting Management services

Management™ (AML) / Know
Your Customer
(KYC)
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Financial responsibilities
Business model of BSCs
based in Hungary mvestment

~

65% of responding business service centers operate as cost
centers with a predefined budget, a model most commonly
associated with captive centers. However, there has been a
notable increase in the share of BSCs functioning as profit
centers, indicating a shift toward more value-driven operational
strategies. Conversely, the responsibility of investment centers
has decreased compared to 2023. This shift in operational
models reflects a broader trend within the industry, as
organizations seek to enhance profitability and efficiency by
adapting their approaches to align with evolving market
demands.

Profit
Center

Cost
Center

Do you have any

annual o
efficiency targets 67% yes,
y g improving cost efficiency

for your BSC operation? per transaction

] 60% yes,
53% yes,

expanding scope without
increasing headcount

53% yes,

decrease attrition/Increase
retention

eliminating roles by automation
Oy and other digital solutions
8%

other

Continuous operational efficiency and value generation improvement remain a top
priority for most Business Service Centers. While cost savings, a key factor in driving
efficiency, have plateaued compared to 2023, there is a notable emphasis on enhancing
cost efficiency per transaction, reflecting a growing maturity in process management. In
addition to general cost-saving initiatives, BSCs are increasingly taking on more tasks
without expanding their workforce. Achieving desired efficiency targets through
automation and other digital solutions is becoming crucial in this landscape. The
elimination of certain roles due to these advancements creates new opportunities for
expansion and the optimal utilization of a skilled workforce, ultimately contributing to
the overall growth and adaptability of the industry. 17




@% Effects of the home office / hybrid working model
Efficiency aspects

The data on the impact of home office and hybrid working models on efficiency reveals some interesting
trends: 66% of respondents reported no significant change in efficiency due to these new working
arrangements. This indicates that many organizations have successfully adjusted to remote or hybrid
models without decreased operational performance.

In contrast, a smaller yet optimistic percentage reported improved efficiency. Specifically, 7% noted a
significant enhancement in efficiency, while 18% experienced moderate improvements. These numbers not
only suggest the potential for greater productivity and effectiveness with flexible work arrangements but
also make us optimistic about the future of work.

However, it's important to note that 8% of respondents reported a moderate reduction in efficiency due to
the hybrid model. This highlights that transitioning to hybrid working is not universally beneficial and may
present some challenges. The variation in results underscores the need for businesses to continuously
assess and optimise their operational models to maximize efficiency, particularly as remote work continues
to evolve.

Efficiency effects of home office
/ hybrid working model

o

oY
7%

Greatly improved efficiency

TN
@@a
66%

No significant
change in efficiency

Are you considering to
introduce a 4 working
days model?

94% no

Despite the rise of home-office and hybrid working models, most
responding firms are unprepared to embrace the promising workweek
reduction from five days to four. Several factors contribute to this
hesitance, including corporate headquarters’ guidelines, client
expectations, the specific nature of certain positions, revenue and
profit objectives, and the already flexible work schedules in place.
Conversely, companies open to a shorter workweek highlight vital
benefits such as increased flexibility, enhanced employee motivation,
and greater engagement. These factors are believed to contribute to
lower attrition rates, making a compelling case for re-evaluating
traditional work structures. While many organisations remain
cautious, there is a growing recognition of the potential advantages of
a condensed workweek in fostering a more agile and satisfied
workforce.



Are you considering to
hire people for permanent

remote work regardless of
their residency?

39% yes/

61% no

Does the company exceed
the legal minimum in
terms of the number of

days off?
- 2

60% yes

The BSC sector’s wide range of office attendance policies reflects the industry’s shift towards
flexible work arrangements. Employers are accommodating the desire for remote work while still
recognizing the importance of in-person collaboration. As the industry evolves, finding the right
balance between remote and on-site work will be crucial for maintaining productivity and employee
satisfaction.

A small number of companies (2%) require daily in-office attendance, reflecting a traditional
emphasis on in-person collaboration. On the other hand, 13% of respondents mandate a minimum of
three days in the office, striking a balance between remote work and on-site collaboration.
Additionally, 31% require employees to be in the office at least twice a week, providing flexibility
while fostering regular face-to-face interactions.

There are also options for minimal in-office presence, with 16% of companies requiring employees to
be in the office at least one day a week. Notably, 9% of respondents have no minimum requirements,
allowing employees to choose fully remote work.

are colleagues

obliged to

13%

There is no mini
employees can
remote work

229 44%

Minimum 1day

Regardless of residency, responses regarding hiring people for permanent remote work show a clear
division among BSCs. 38% of respondents indicated they are open to hiring remote employees from
any location, while a more significant portion, 62%, do not plan to adopt this approach. These
findings highlight differing strategies within BSCs regarding remote work policies. While some
organisations embrace flexible hiring practices, most remain focused on more traditional
Q/ment models.

Minimum 2 days
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Continuous growth

New functions
planned to
Are you planning to \ be transferred
bring any services/ to Hungary?
functions to Hungary
in 20247?
52%
Finance & Accounting &
 — .
Controlling
Ex

39%
Human Resources

35%

1

33%

IT

30%

Customer Service (Internal & External)
26%

Research, Development & Innovation

17%

Artificial Intelligence . .
15% Did you bring \
IT Service Desk any new functions
15% into your Hungarian
Sales and Marketing Business Services Center in

2022-20237

36%
Finance & Accounting

& Controlling 24% @

\
Customer Service »%

(Internal & External) 20%

[

Sales and Marketing

18%
T16%

Research

16%

Procurement, Logistics & Supply Chain
16%

Human Resources

If yes, what kind
of functions did
you bring?

9%
IT Service Desk

Business Services Hungary 12024

Procurement, Logistics & Supply Chain

Functions replaced
from BSCs based in Hungary

Transfer of services/ \
functions from your
Hungarian BSC to another
BSCin2021-2023?

58%
Finance & Accounting
& Controlling

17%

IT (Information

Technology)

17%

Human Resources

8% 17%
Other Procurement,_l_ogistics
& Supply Chain

8%

Sales and

Marketing

8%

Customer Service

IT Service Desk

(Internal & External)

Between 2021 and 2024, a small percentage of responding firms
shifted certain activities away from their operations in Hungary. This
downward trend, consistent with observations from 2023, was
predominantly noted in the domains of finance, accounting,
controlling, and IT service desk functions. In contrast, other areas
remained largely unaffected compared to previous years,
highlighting a selective approach to operational adjustments within
these firms.
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17%
/ Skills and/or
Labour Availability

Reasons for the outbound
service migration

8%
Technology
Change

17%

Other

veratl the reasons provided for outbound
....... ‘ ser_yjce_»mi'gration reflect-evolving business
................... / strategies. Organisations emphasise

~maximising

ature approach within the industry, allowing
firms to focus onhigher-value activities within
their centers. The data regarding outbound service
migration ig Business Services show notable
shifts compated to 2023.\A significant decrease in
the reasons cited for migration can be observed,
particularly in égst and efficien ductivity. In
2023, 75% of respondents identified cost as a
driving factor for out
figure has now fallen to 58%. Similarly, the

emphasis on efffeigncy and productivity has
dropped from 75% to is decline suggests
that firms may be finding alte ' ays to

manage costs and enhance productivity within

Business Services Hungary | 2024

58%

.. Cost

42%
Efficiency
& Productivity

." 0,
“17%
Higher-value-addedjobs
were transferred to our

center, lower value added
FTEs were transferred out

their existing operations, potentially refl
improvements in operational efficiency o
shift in strategic priorities. \

Notably, the percentage of respondents
attributing technology change as a reason for
outbound migration has increased significantly,
from 0% to 8%. This shift underscorés the
growing influence of technologic
advancements on operational-decisi :
indicating a more tech-savvy approach in the.
industry.

Respondents-mentioning skills and labour

nd migration, while_this_____.availability as-afeason for outbound migration

have dropped noticeably, from 25% to 17%. This
decrease suggests a potential alleviation of
workforce challenges, allowing firms to focus on
other strategic areas.

compared to 2023. Notably, the percentage of firms relocating services to other Central and

Eastern European (CEE) countries has significantly increased, rising from 19% to 33%. This
suggests a growing preference for leveraging regio[’ capabilities within the CEE, likely due to
proximity, familiarity, and the availability of skilled labour.

_|_ he data on the new locations for outbound service migration show interesting developments

Conversely, the trend of moving services to other countere’roperatmg costs has slightly
decreased, from 81% in 2023 to 75%. This shift in focus f ost to value suggests that companies

are beginning to appreciate alternatives closer to home rather than solely seeking out the lo -cost
options.

Notably, the movement of services back to Budapesthas increased, with 25% of firms now relocating -
waties to the capital, compared tojust13% in the previous year. This uptick underscores Budapest's

growing a ttributed.to its robust infrastructure it'an attractive
‘ unctions:

tination for certain

e —

Pest County, exc apest, has emerged as a-new.location for-service-migration, with 8% of
respondents indicating this irst time, showcasing a broader regional mov ‘

Hungary. Similarly, other Hungarian cities afid-towns-havie-also-seen--7%-of-firms relocatin rViCes
there,-a-significant e from zero in the previous year. -

The response tothe
that firms are adapt
Hungary and other CEE.co
decision-making in optimizin

New locations
for outbound servic
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Reasons for the outbound
service migration

Current maturity level 3% 9%,

25% Other 7 E2E sses, global process

, ' ownership, multisourcing,
Higher value-added services
integrated, outcome-ori
operation, charging-ack

i-location model,
full costs, market-based

service quality and focusing on more impactful offerings, which is crucial for maintaining

competitiveness in the Business Services landscape. The data on the ratio of value-added
services in the complete service portfolio shows notable shifts compared to 2023. Among
respondents, 26% reported that value-added services comprise 76-100% of their service portfolio, a
slight increase from 23% in the previous year. Increasing firms’ focus on high-value services could
indicate a strategic shift towards enhancing their competitive advantage and meeting client
demands for more comprehensive solutions.

T he trends in value-added services reflect a strategic evolution within firms towards enhancing

There has been a noticeable decrease in the 51-75% range, with only 15% of firms indicating that this
proportion of their services is vallle-added, down from 18% in 2023. This decline underscores a
consolidation of offerings as fir im to prioritize their most impactful service elements.

Horizontal and/vertical
extension,/standardization of

service processes, building /
sophisticated SLA/OLA '

igitalizationjand /
automation, optimization

with management.methods
(e.g:.Lean6Sigma)

The segment of respondents g€porting a 26-50% ratio of value-added services remains stable at
32%, consistent with'the preMious year’s results. This steadiness uggests that many firms maintain

a balanced mix of ¥alue-added and traditional services. Launching the center, centralization,

consolidation, harmonization .~ e

The trends in the maturity stages of service
center operations reflect a progressive
evolution among BSCs toward optimising
their operations and services. The industry-moves
steadily towards more complex-and.i ed
efficiency and
responsiveness to market demands. The data
regarding the current maturity stage of service

Regarding digitalisation and automation, 17% of

respondents indicate they are at this maturity
stage, a slight increase from 16% in 2023 i
ility reflects the industry’s consistent

recognition of the importanee of technology in
enhancing operationalefficiency. The proportion
engaged in E2E processes, global

~added services )

mnr‘lolc, D"‘"“"T’:\_:uy overa

N the complete N/A
/service ortfolio 3% =

76-100%

center operations at responding Business Service
Centers (BSCs) reveals interesting tren

om 25% in 2023 to 29%. This shift highlights a
significant move toward more integrated and

= 26% compared to 2023. A mere 4% of firms are still in global operational frameworks, which can

- 0=25% the initial stages of launching their centers, down enhance agility and responsiveness in service

—— = - o from 10% the previous year. This decline suggests delivery. Finally, the category representing firms
Are you planning to bnng\ 24/° 51-75% S that more firms have matured beyond their that have integrated higher value-added services

high-value added functions 26-50% o — operations’ foundational phases. The segment ~ adopted outcome-oriented operations and

to Hungary in the next 32% 15/0 . focused on horizontal and vertical extension, implemented market-based pricing strategies

3 years?

AVAVA
19%

= :

_—

standardization of service processes, and building
sophisticated Service Level Agreements (SLA) or
Operational Level Agreements (OLA), which has
seen a slight increase, rising from 19% to 22%. This
growth is a testament to the industry’s
commitment to refining and structuring service
processes, showcasing a strong dedication to
operational excellence.

has declined from 28% to 25%. While this may
suggest a plateauing in this area, it also indicates
a strategic focus on more sophisticated
operational models and approaches, such as the
center of excellence model.
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Further expansion

13% of firms ness and
ers to enter t ers, consistent with
e 45% expected in the previous year. However,
10% of firms now expect to lose customers, up
from 8%, which indicates potential concerns
about competition. The likelihood of terminating a
Hungarian site remains very low at 1%, while
expectations for expanding the Hungarian site
have decreased to 26% from 36%, suggesting a

Factors that influence expectatio

The outlook for BSC expansion highlights a shift in strategy. Organisations emphasise value
e

sli The data on factors influencing expectations for expanding BSCs in the upcoming year shows
some notable changes compared to 2023. A considerable 72% of respondents anticipate that widening
their service portfolio through horizontal expansion will drive growth. However, this is a decrease from
85% the previous year, indicating that firms may have reachewar offerings or
are focusing more on optimising existing services.The expectation of moving up the value chain
through vertical expansion has significantly increased, with 71% of respondents highlighting this
factor, up from 51% in i igher-value

solutions. Gaining new cus rtant, with 36% of firms indicating thWion, a
notable rise from 21% in the previ oints to a renewed focus on client acquisition
strategies. Th'hrwi\ciopation of laun [ ins stable, with-6% expecting this, down

es can contribute to grom%r;s\
ha eased from 8% to 6%,

%ment and customer acquisition while tempering their eagerness to broaden service portfolios

72%
Widening
of service portfolio
(horizontal expansion)

Moving up
the value chain
(vertical expansion)

Acquiring
/ gaining
new customers

a new site

Factors influencing the cutlook or 2024

L2
Inputs on factors influencing expectations for 2024 show s_

previous year. 76% of respondents expect to increase their service portfolio, slightly down from 78% in
2023. This indicates ongoing growth interest but also some caution among firms.
The percentage of firms anticipating a decrease in their service portfolio has risen to 8%, up from 5%,
suggesting some companies may be reassessing their service offerings. The expectation of migrating
or outsourcing low-value-added services has risen to 29%, compared to 23% last year, reflecting a
desire to optimize operations. Maintaining efficiency through digitalisation and automation is stable,
with 43% expecting to decrease full-time equivalents (FTEs), almost the same as the 41% reported in
23.

8%
7%
6%

Business Services Hungary | 2024

more cautious growth approach. The perceived
impact of COVID-19 on business outlook has fallen
to 0%, signalling that its influence is now minimal.
Las 0 rtunity for expansion due to
p#remote work has decreased from 16%
to 7%. Overall, the outlook for 2024 reveals mixed
sentiments among firms. They optimise services

and manage customer relationships while
adapting to a changing market landscap.

S—

Decreasing service portfolio

Permanent remote work gives the
opportunity for the expansion

>

Other

e



Incentives Office landscape

for new and expanding Changing office

S5l e footprint {;}{}

The data on whether firms have received subsidies or allowances in the .
last three years reveals a slight decrease in support. In 2023, 36% of e
respondents indicated receiving subsidies or allowances, down from
43% the previous year. Conversely, 64% of firms reported not receiving
any support, an increase from 57% in 2022. This trend suggests that
fewer firms are benefiting from financial assistance recently, possibly
reflecting changes in funding availability or eligibility criteria.

ey 10% 33% 51%

subsidies/allowances 360/ Ves Expanding Office Footprint by Reducing Office Footprint Maintaining Current
; = ° 4 ‘
in the last three years: Increasing Current Office Space Office Footprint

| 64% No

How is your preference
S \ for your office location
EE! A Are you considering to cl;;!.ngmg based on home

open a new office in office trends?

Hungary in the next 3

years?

Yes, in Budapest
(and its agglomeration)

v 15%

‘ Downsizing or relocating to a
. smaller office due to the
- increased adoption of remote

work

e
7% Office location remains unchanged

] B to value a centralized workspace
Yes, in the country-side for collaboration and team synergy

90% |
No

o, Jo
e
1%
o
Optimizing the office location Pr1or]t1z1ng .ofﬁce
locations with robust

strategy by choosing '
locations that offer flexibility InfratstructuLe.lto support

The i . ' : Interestingly, while both, locations show comparable for both in-person and ! mee mgsgv ne
e information regarding plans for new office 9t p remote work arrangements accommodating remote

openings in Hungary over the next three years interest levels, it's important to note that the potential work preferences
for new office openings in kural areas is twice that of

Budapest. Furthermore,‘a significant 90% of
respondents do not plan to open any new offices at
all. This information underscores,a cautious approach

to expansion in the current business landscape, with a
tendency to favour rural locations ovVer the capital. Overall, the findings indicate a cautious mindset among firms

regarding their physical office space, with many choosing to
maintain or reduce their footprints instead of actively pursuing
expansion. This trend reflects adapting to evolving work dynamics,
including a shift towards more flexible working arrangements.

reveals a noteworthy contrast between
expectations for Budapest and rural areas. In 2023,
only 7% of respondents expressed intentions to
open offices in Budapest and its surrounding
agglomeration, a modest increase from 5% the
previous year. Similarly, 7% indicated plans to
establish offices in the countryside, representing a
decline from 10% in the prior year.
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Special expert report

Office markets by
CBRE

q..
A

G
OCCUPATIONAL TRENDS

The landscape of office attendance and space utilization has undergone significant
transformations over the past year, driven by the ongoing adoption of hybrid work
models and a heightened focus on sustainability. One of the most notable trends
observed is the continued growth of hybrid work models. This shift allows
employees greater flexibility and contributes to a decrease in the number of days
employees are physically present in the office. Despite this reduction, office
utilization rates during peak days have increased, indicating that while employees
may not be in the office every day, there are specific days when attendance is
significantly higher. The desire for in-person collaboration remains strong,
particularly for activities that benefit from face-to-face interaction. This dual
preference has prompted companies to rethink their office space needs, leading to
a trend towards more flexible and adaptable office environments that can
accommodate varying levels of occupancy.

Office Space Optimization Strategies

In response to these changing attendance patterns, companies are implementing
several strategies to optimize their office spaces. One key approach is the
investment in flexible workspaces. These spaces are designed to be easily
reconfigured to suit different needs, featuring movable furniture, modular meeting
rooms, and multi-purpose areas. This flexibility allows companies to adapt their
office environments to the fluctuating number of employees present on any given
day. Desk sharing and hot desking policies are also becoming increasingly popular.
By reducing the number of dedicated desks, companies can maximize space
efficiency and create a more dynamic use of office space. This approach is
complemented by the integration of advanced technology solutions, such as
occupancy sensors and booking systems for desks“and meeting rooms. These
technologies enable companies to manage their office'spaces mare.effectively and

This approach aims to enhance collaboration and streamline operations.
Additionally, there is a growing preference for flexible leasing arrangements, with
40% of companies opting for shorter lease terms to maintain flexibility in their real
estate strategies. The use of co-working spaces is also on the rise, with 25% of
respondents increasing their reliance on these spaces to accommodate fluctuating
workforce sizes and project-based work.

Sustainability Strategies

Sustainability has emerged as a critical factor for office occupiers, driven by both
regulatory requirements and corporate social responsibility goals. The survey
highlights several key sustainability strategies that companies are implementing to
reduce their environmental impact and enhance their corporate reputation. A
significant 60% of companies have set targets to become carbon neutral by 2030,
reflecting a strong commitment to reducing carbon emissions. Investments in
energy-efficient technologies are a priority, with 55% of respondents planning to
upgrade their HVAC systems and lighting to reduce energy consumption. These
initiatives not only contribute to environmental sustainability but also lead to
significant cost savings over time. Green building certifications, such as LEED or
BREEAM, are also becoming increasingly important. Half of the companies
surveyed are actively pursuing these certifications to demonstrate their
commitment to sustainability. These certifications provide a framework for
implementing sustainable practices and offer recognition for achieving specific
environmental standards. The use of sustainable materials and practices is another
key focus area. Forty-five percent of companies are committed to using sustainable

"~ % sanaterials in their office fit-outs and renovations, including recycled materials,
#low-VOC paints, and sustainably sourced wood. Waste reduction initiatives are
*alsoia priority, with 40% of respondents implementing comprehensive recycling

pro-grams and aiming to achieve zero waste to landfill. Employee well-being is
cld‘sely linked to sustainability, with 50% of companies prioritizing the creation of
..healthy work environments. This includes improving indoor air quality, increasing
ha'fural light, and providing access to green spaces. Additionally, 35% of
respondents have introduced well-being programs that promote physical and
m@n{’%: health, such as fitness facilities, mental health support, and wellness

&AL - f
identify areas for improvement through data analytics.Another impogtant aspect D‘, ) /) I Works st
of office space optimization is the creation of dedicated collaboration zones. These .J'{g] £ > .o .s AT T o [l
areas are designed to facilitate teamwork and social interaction, providing spaces a4y 7/ | r o Cencl.usron vava R
for brainstorming sessions, informal meetings, and group activities. The emphasis el |\ K7 T = . ) ,
on collaboration zones reflects the ongoing need for in-person interaction, even in ) (877 N . oug CBRE Eu.ropean Office Occupier Survey €024 und CHERIEREE SIQmﬂCbnt ; E <1
a predominantly hybrid work environment. V7 <N changeé in office attendance patterns and the strategies companies are emp[oymg : 7 it f

(A g . lto ophmlze their office spaces. The adoption of hybrid work models and the focus;, "

- N, T T=—"on _su.sta,mablhty are driving these changes, prompting companies to rethink their . *
Portfolio Consolidation Plans (W alt s = : of.ﬁc‘é §pace needs and implement innovative solutions. By investing in‘flexible
Our recent survey reveals that many companies are also focusing on portfoliolf s | 1/ /.7 1 : *= wworkspaces, adopting'desk sharing policies, and integrating advanced technologies,
consolidation as part of their office space optimization strategies. A significant] v 7. companies-are creating dynamic and efficient office environments. At the-same
45% of companies plan to reduce their office space over the next three years, with. ' - .ty e .7 7 ~time, the emphasis on sustainability reflects a broader commitment to reducing
an average reduction of approximately 20%. This reduction is driven by the need’’ W = .+ envifonmental impact and.enhancing corporate reputation. As companies continue
to cut costs and improve space utilization.Centralization of office locations ig e/, " _ == t0 nav19ate the evolving landscape of office attendance and space utilization, these

another common strategy, with 35% of companies consolidating their operat1o AR strategles will:play a crucial role in shaping the future of work.

into fewer, larger offices.
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Employment 67% Fluctuation

Key employment statistics of thelean AR drivers Reasons for fluctuation
employ more than amoung young employees (based on exit interviews)

250

employees

76% Salary expectations

nual Average age of

easein  employees is 43% Work abroad

ears
Y Lack of career

& training opportunities

40%

)
The statistics regarding Business Service Centers (BSCs) not only 26% Work content

present an encouraging portrait of the industry but also
underscore its promising growth potential, commitment to
employee development, and progressive approach to workforce
diversity.

With 67% of respondents employing more than 250 individuals,
many BSCs operate on a substantial scale, demonstrating a
robust capacity for managing various business functions and
services. This scale indicates healthy growth and the possibility
of achieving economies of scale, positioning BSCs favourably in a employees

competitive landscape. ()
Furthermore, 80% of employees hold university or college 54/0

degrees, showcasing a significant focus on education within this
sector.

In addition, an average annual salary increase of 11% illustrates 44%
BSCs' effectiveness in attracting and retaining talent through
competitive compensation packages. This metric signifies a
flourishing industry where organizations are committed to
investing in their employees, fostering motivation, and ﬁ
minimizing turnover rates. H/ ‘ \\
The average age of employees, at 34.5 years, reveals a youthful

and dynamic workforce. This demographic advantage allows for 63% of BSCs
fresh perspectives and greater adaptability to technological
advancements, critical in the rapidly evolving landscape of
business services.

The gender dynamics within BSCs are noteworthy, with female program
employees making up 54% of the workforce and women holding
44% of managerial positions. This gender diversity reflects a
progressive corporate culture and contributes to enhanced
decision-making and creativity within teams—crucial elements
for driving innovation in any organisation.

25% Other
11% Working conditions

11% Headcount reduction
Ratio of female
Management style and
7% 9 Y

behaviour

4% Work atmosphere

managers O ® O

Methods used to track
labour market attractiveness

The exit interview data from responding BSCs reveals critical factors influencing
employee turnover. 76% of respondents cited salary expectations as the primary
reason for leaving, highlighting the need for competitive compensation. Additionally,
i i . 40% mentioned a lack of career and training opportunities, indicating that enhancing
prowde mternship professional development could improve retention. The desire for international work
or fresh gratuate experiences (43%) also emerged as a significant factor. While dissatisfaction with work

content and conditions was noted, management style and work atmosphere received
less emphasis. To reduce turnover rates and enhance employee satisfaction, BSCs
should implement strategies focusing on competitive pay, clear career advancement
paths, and opportunities for global experiences. By actively responding to the
concerns revealed in the exit interviews, organisations can create a more supportive
and fulfilling work environment, leading to higher retention rates and a stronger
organizational culture.

conducting of exit interviews

92%

Cafeteria

regular measurement of employee satisfaction

69%
A . !

o regular participation in compensation benchmark
Private 65/0 J : : g

63% surveys

: ()
service support Mobil phone 53 /o conducting interviews with new employees at the

o
for personal EORIBSRNICER 51/0 end of their probation period regarding the satisfaction of
use for personal Support for

Soe sport
activities

healthcare Travel
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Inputs on the top soft skills and competencies sought in candidates for junior positions within BSCs
highlight vital attributes essential for effective performance and integration into the workplace. The
most valued skills include teamwork and collaboration, at 71%, indicating that being well within a
team is crucial in this industry. Language skills follow closely at 72%, emphasizing the importance of
effective communication, especially in diverse and global environments. A willingness to learn (65%)
is also prioritized, as employers seek candidates open to growth and adapting to new challenges.At
69%, problem-solving skills are another key attribute employers seek. This underscores the need for
employees who can address issues creatively and efficiently. Communication skills (65%) are also
fundamental, enabling individuals to convey ideas clearly and foster strong professional
relationships.

Business Services Hungary 2024
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Emphasizing leadership and people management skills is vital for BSCs to ensure they hire strong
leaders who can effectively guide teams and drive success. Organisations can create a productive and
adaptable work environment by focusing on these competencies. According to respondents, the most
important skill is leadership (89%), indicating the need for candidates who can inspire and guide
teams. People management skills (74%) are also essential for developing employees. A strategic and
business-oriented mindset (68%) is crucial for achieving organizational goals. Communication skills
(60%) are essential for effective team interaction, and change management (63%) is necessary for
navigating transitions and adapting to new challenges. Other skills like emotional intelligence (38%)
and stakeholder management (49%) also matter to a lesser extent.




B
Cooperation
with educational institutions

A majority, 57%, of BSCs have active relations with higher educatic
reflecting a strong focus on collaborating with universities and colleges
have connections with both secondary and higher education institutior
interest in engaging with a broader educational spectrum. Howeve
relations specifically with secondary educational institutions. Mea
do not have any active relationships with academic institutions. The
with higher education institutions suggest that BSCs recognize the
with universities to attract talent and develop skills aligned with ir
may consider expanding their collaborations with secondary educ
further enhance talent acquisition and training.
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Internal training Programs

Technical . . . .
Type of trainings 899  skills required for diversity and inclusion
for job 780/ Management
for employees ©  Skills

40% 39% 7%

Cooperation LGBTQ Other
community  with external programs
parties

o | Soft skills

65% Foreign

language

61%  Management and Employer Branding Programme
° development é E\/:Elements at BSCs

New employee |
onboarding
TS methods Company events
Training

)
6% Other Career paths
Social media platforms

Job fairs

Mentorship programme

Conferences & events

.

INEIETeE
training days

Strategic HR-Recruitment marketing
The comprehensive training and development programs BSCs provide underscore Academic CCCREEEES
their dedication to equipping employees with essential skills for success. The slight Meet-ups
increase in management skills training suggests a proactive approach to developing

per person  fyture leaders within the organization. BSCs can enhance employee competency, Maternity programme

per year satisfaction, and overall organizational performance by continuing to invest in
technical and soft skills. A notable 97% of BSCs provide new employee onboarding
8 training, ensuring that new hires are well-prepared for their roles. Additionally, 89%

offer training in technical skills essential for job performance, which remains a
priority for effective job execution. Soft skills training is also emphasised, with 90%
of organizations recognizing the importance of interpersonal skills in the workplace.
The data indicates that 78% of BSCs provide training in management skills, up from
73% in the previous year, showing a growing focus on developing leadership
capabilities. Furthermore, 65% offer training in foreign languages, a significant asset
in today’s globalised business environment. Training in management and
development methods (e.g., Lean, Six Sigma) is provided by 61% of BSCs, reflecting a
commitment to continuous improvement and operational efficiency. Only 6% noted
“other” types of training.

Does your company provid} ‘_ 68%
financial support for your 4 =
Yes

BSCs empha
engagemen
supportive

employees to attend external
training courses?
; il 32
No
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Programs for
sustainability

BSCs are actively implementing various sustainability programs, with a strong emphasis on waste
management and green initiatives. By enhancing these practices, BSCs can further their
commitment to sustainability and contribute positively to their communities and the environment.
The most popular program is selective waste collection, implemented by 92% of BSCs,
demonstrating a strong commitment to proper waste management. Additionally, green office
initiatives are in place at 60% of organizations, reflecting efforts to create a more sustainable work
vironment.

B \N gy Selective waste
A ) & \ collection

- Green office
~initiatives

. E-car charger
\in the office

olagl .i:'_l n
0D Y options
(bike, scooter, etc.)

/

J \51%

7. / Availability of e-cars or hybrid
cars in the company fleet

1%

Other

(0 )4
None of
the above

57% of BSCs adopt office improvements using renewable energies, while 53% provide E-car
chargers to promote electric vehicle use. 51% also support promoting green mobility options like
bikes and scooters. Furthermore, 44% of BSCs are working on reducing polyurethane (PU) materials
in their offices.

Other initiatives include having a dedicated community (43%) and the availability of e-cars or
hybrids in the company car fleet (51%). Only 1% reported other sustainability efforts, and 0%
indicated that they have none of these programs.

BSCs are increasingly embracing flexible work arrangements, particularly remote work and flexible
hours, which reflect a positive trend toward supporting employee work-life balance. By expanding
these options, BSCs can enhance employee satisfaction and adaptability. The most widely available
arrangement is home office/remote work, with 93% of BSCs providing this option, indicating a
significant shift toward flexible working environments. Flexible hours are offered by 76%, allowing
employees to tailor their schedules to fit their personal and professional lives better.

Additionally, part-time work is also provided by 76% of organizations. Other arrangements include
career breaks (31%), shift systems (19%), and teleworking (18%), although these options are less
common. Compressed hours and term time contracts are available in 8% and 4% of BSCs, respectively.
Job sharing is offered by 3%, and only 3% of BSCs reported none of the mentioned flexible work
arrangements.
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18% Teleworking
8% Compressed hours

4% Term time contracts

3% Job sharing
3% None of the above
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The shift in recruitment and employer branding trends, keeping the competitiveness of
compensation, the efficient hybrid work models, the focus on personalization, diversity, and
employee well-being enabled the growth of the business services sector in 2024.

More moderate competition for talents: even though the number of employees increased by
10,000 in one year, the competition for talents became slightly more moderate due to the
cooling down of economies in Europe and Hungary. According to the 2024 Randstad Employer
Brand Research, the business services sector is increasingly well-known, and highly attractive
to candidates, and the sector also excels in terms of the drivers that are important to candidates
when choosing a new job. Whether it's an attractive salary and benefits package, a pleasant
working atmosphere, financial stability, or even work-life balance, the BSS sector ranks on the
podium among the 14 examined sectors.

Attractive compensation maintained: salary is the number one choice for employees of all
generations in Hungary (and Europe). The majority of the business services sector exports high,
value-added services, which leaves room for above-average compensation. However, higher
than EU average salary growth in Hungary has been a challenge for the sector due to the
stability of the Hungarian currency against the euro and the US dollar, as service fees Have not.
been able to increase much in foreign currencies. The average salary growth of 11% in the
business services sector i$ still very competitive and not far behlnd the national average of
12.7% for the business sector. v . ¥ ey
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International recruitment: the.international environment, where in many cases up to a hundred
of different nationalities wérk together, creates a positive, mspmng and motlva'tm_g atmosphere .

in the centers. In many cases, international recruitment’is vrtal“l‘or the se.(;to'r whe-n %
Mtlons require skills-and languages that are: dlfﬁcult to recruit in Hum@ar?.Hungary S .

, favouraBle tiving conditions and its central location in Europe make lt an‘d'ttractlve hub for ’fens"41 -

of thous ng professionals from abroad.
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Hybrid and flexible work models: The pandemic has permanently altered work preferences,
with hybrid and remote working models becoming the norm. Candidates are demanding
flexibility, and companies that fail to offer these options risk losing out on top candidates.
Companies are creating environments that support collaboration and productivity regardless
of location. Some companies believe in the physical presence. Others give back some office
space, which means a long-term commitment to working from home type of work. More office
space available creates an opportunity to attract more centers/new functions to Hungary.

Employer branding and employee experience: Companies are tailoring their EVPs (employee
value propositions) to meet the diverse needs of their workforce and bridge the gap between
organizational objectives and employee expectations. Instead of focusing solely on general
company culture messaging, companies are now creating strategic hiring content highlighting
specific job roles and attracting talent for competitive positions. This includes day-in-the-life
videos, team storytelling, and targeted job ads.

Diversity, Equity, and Inclusion (DEI): DE! is no longer just a buzzword. Companies are
actively implementing concrete policies and initiatives to promote a culture of inclusion, such
as targeted mentoring programs, recruitment initiatives to reduce unconscious bias, and
diversity training workshops. Companies are actively seeking to build more diverse teams by
attracting talent from various backgrounds, genders, and cultures. This not only fosters
innovation but also enhances the company’s appeal to a broader range of candidates,
contributing to a more inclusive work environment.

Personalization and authenticity: Companies are moving away from one-size-fits-all
approaches and are increasingly using Al to personalize candidate experiences. This includes
tailoring job descriptions, communication, and benefits packages to individual preferences.
CEOs and top executives are becoming more visible and engaging with employees and
potential candidates on social media and other platforms. This builds trust and creates a more
human‘connection with the company. Meanwhile, candidates are increasingly demanding and
want genuine, relatable content from companies: This means sharing authentlc employee
stories, showcasing company culture, and highlighting company values.
Technology and innovation: service centers are mc;‘easmgly lever‘agmg Al to per"sonahse
content, streamline processes, and make data-driven degisions in recruitment and employer
branding. This includes using Al-powered tools for contenf creation, candidate screening, and
‘assessment, chatbots, and internal communication platformé AI does not take ]GbS away, but
.enables people to do their jobs more efﬁcrently .
T A s, "

Employee well-being and mental health: Companles are prioritising ern'ployee Well:‘being

and mental health by providing support programs such as coaching sessions, counselling |

services, and promoting a healthy work= life balance. A new trend has emerged, lifelong care,

=

pr rams to lifelong learmng Thls-approach respects the fafmly life cycle which mcl des
carmg for chlldren and elderly p‘arents until a smooth gradual retlrement g

whrch extends from high school and umverélty, through scholarshrps and mternsh]p/merltorlng :




% Al Strategy
Overview

he trends reflect a positive outlook on'the future of automation‘within these centers. The
| current rate of automation for processes in the BSCs stands at 24%, indicating that-a
significant portion of operations remains manual or semi-automated. However, the planned
automation rate over the next three years is|projected to reach 42%. This anticipated increase
suggests that BSCs/recognise the importance of automation in enhancing efficiency, reducing
operational costs, and improving service’'delivery. The shift towards higher automation aligns with
broader industry trends aimed at digital transformation and innovation. As BSCs work to streamline
processes and adapt to evolving technological landscapes, this proactive approach to automation
indicates a commitment to improving productivity and maintaining a competitive edge in the
market.
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What is the::urrent rate of automation of procesﬁs

in your Cener al =
LECEEEEEEEEEREERREE T

Rate of dutomation 23%

Planned rate of automation for next 3 years 42%

The diverse strategies employed by companies to enhance the competencies of future candidates
reflect a growing recognition of the need for collaboration between educational institutions and the
business sector. By actively participating in the educational process, companies can better align
candidate skills with job market expectations, ultimately leading to a more competent workforce.
Encouraging more organizations |to implement such initiatives could further strengthen the talent
pipeline and contribute positively to the industry. The findings on preliminary actions taken by
companies to align the competencies of future candidates with their expectations showcase a
diverse range of strategies aimediat improving the preparedness of potential employees.

ns, with 38% conducting

ost;&ompames engagm.hlgher educatien instituti

M presefitations, workshops, and semi#hars. Fhis proactivé approach helps establish early
cohnections with students and erSures-that they know the skills required in the job market.
Similarly, 17% of respondedts foeds on integrating these activities into secondary education,
recognizing the importarice offeaching candidates early in_their educatietfal journey. While some
companies also emphasizé dedicated fraining programs—such 13% that offeMprograms for
high@r educatien students—man oose to.organize non-accredited preparatopy courses (21%) and
training workshops for seesndary school students (10%). These efforts highlight the import
Additionally, collaboration between companies and educational.institdtions through dual training
programs is evident, with@5% partgg‘wg with higher education institutions and 7% collaborating
with secondary schoets. These initiatives help crf_ie a pipeline of talent equipped with the skills and
knowledgenecessary for specific roles. However, 1t'is noteworthy that 32% of respondents reported
taking none of these actions, indicating that many companies may not be fully engaged in fostering
the development of futuretatent. This highlights an area for Qoteﬁlal growth and improvement.

@ Preliminary actions to brmg —/.

SR the competence of future

39 32 r4

Conduct presentations, None of the Organise non-accredited
workshops and-seminars above preparatory and training
integrated into the processes courses

of higher education

17 15 14

Conduct presentations, Run dual training Provide dedicated training
workshops and seminars prégrammes together  programmes (with a duration
integrated into the processes of  With higher education of at teast 6 months)-for
secondary education institutions higher education students

Run training workshops Other  Run dual training Run a company school

for secondary school programmes together (either individually or_

students with secondary together with other a
education institutions companies)

Provide dedicated training Organise accreditéd preparatory and
programmes (with a duration training courses (e.g. trainings accredited
of at least.6 months).for by the National Qualifications Register of
secondary school students Hungary [OKJ])
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Has your

Reasons for the outbound | B Y orgauization
: . A e TR e e implemented Al
service migration ------------ .;é SRR ' . technologies in its
ol e e DR Business Service
75 Center operations?

toward its lmplementatlon.desplte some barriers that need addressing. The significant interest
in various Al technolo’gles and their applications demonstrates an initiative-taking approach
to modermzatlon As orgar"nzatlons continue to lnvest in Al OVercomrng knowledge and resource

B usiness Service Centers are 1pcrea51ngly recognizing the value of Al and are making strides

yes 4.

enhance productwl-ty accuracy, and overall operatronal success in an lncreasmgly competitive
landscape. - .- .0 Y 0 et Tl -

. Sete P
se23d28; wsale
R : 282,

Al Strategy and lmplementatron o LLEE} R R B
A notable 57% of respondents report havmg a clearly defined: strategy or plan for 1mplement1ng Al ¢
in their operatlons indicating a solid: recogmtlon of ‘Al's potential benefits. However, 30% do not
have'such a’plan, and 13% are unsure about their:status, highlighting areas where further
development and support could help organizations become more aligned with technological
advanceme‘nts Regarding actual Al-integration, 46% of BSCs have already implemented Al et
technoLogles while 38% are in the process.of doing so or planning for future integration. This fact Tk
suggests a positive trend toward embracing Al, even though 21% of organizations still need to utilize i
t’hese tech-nologles -

: ST

: As for the current use oat'txl technolog]es Robotic Process Automation (RPA) is the most commonly
'-"‘ ﬁmplemented technology a.t %, followed by Machine Learning at 31% and Natural Language
EProcessmg (NLP) at 29%. Hh RPA and Machine Learning at the forefront, planned future
-lmplementatlons show srmllar’t.‘rertds though projected usage rates are slightly lower. The emerging
*interest in Generative Al is no’t,eWorthy, with 25% currently using it, indicating that BSCs are
0n51der1ng rnnovatlve Al appllca'f'«rens for the future.

“

o T S Sl TR
Barrrens to Al Adoptron X
The rEasons for not,ad'q)&tlng Al are telling. 60% of respondents noted a lack of knowledge about use
cases as the prlmary: b.arrler Additionally, 38% cited a lack of resources, and 14% reported policy
restrlctrons These..challenges reveal the need for increased education, awareness, and resource

allocatlon to fac1l1tate'AI 1ntegratlon in BSCs.

MeaSurmg AI Effrcrency

In. measurf.ng Al efﬁc.lency, only 3% of organizations indicated that they do not measure it at all.
Various. metrlcs are emplbyed W]th 28% measuring productivity increases and 21% assessing cost
reduct'lons Furthermore 21% evaluate 1mprovements in customer experience, showcasing a diverse

“ceen
ssssss

Advanfages hf Al :
When asked-“to, rate-‘fhe ‘advantages of usmg Al on.a scale from O to 100, 58% identified increased

productivity as:-the.p'rlmary benefit. Additional advantages.included improved accuracy (43%) and p _
reduced manual\Worlead (49%). These frndmgs hlghhght a consensus on the substantial efficiency Robqtl.g:l’rocess Automation (RPA)
gains that Al can deh"vlei‘r,wnhm BSC operations. . .,;;,' Machine Learning _
ol 5 .':*o'
Practical Areas’ f~0" Al Application . S0t .7 7.4 Natural Language Processing _
Respondents identified areas where Al is particularly effectlve Wlth 75% of respondents citing-data: D ,-','
analysis, followed by -task automatlon at 71% and document processmg at 67%. The: strong ..",' Generative Al _
preference for Al appllca'taons in‘these functional areas underscores the. srgnjfrcant'poten_tlal of Al'to ' B ' .
enhance operational efflcrency,a‘nd effectlveness within BSCs LSS e Computer Vision _
. e . find b P AT A A " Speech and Audio Processing _
“'.: , . B g Y = : . Artificial Neural Networks _
: I N other 4%
B .. e
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Why BSCs are not
implementing Al
technologies?
P
14% :
Banned by . )
policy
7% >
Lack of o
trust
~
~
~

%ﬁ How do you measure the efficiency of using Al?

PrOdUCtiVity 28%
INnCrease

Cost decrease 21% Accuracy  18%

We do not measure
efficiency (Al)

Other 4%

Workload savings 24%

Customer 21%
experience

{[JF Which Al technologies are planned to be used?

Machine Learning
Natural Language Processing

Robotic Process Automation (RPA)

Generative Al

Computer Vision %

Speech and Audio Processing . 3%

Artificial Neural Networks . 3%

Other 3%
Does your company have a thoroughly\ . .
defined strategy/plan for Al

Implementation?

N\

Effectiveness of Al in Business Service Center operations

3% Task automation

Document processing

Customer support

Decision-making support
Internal/external communication

Marketing

Other
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Cj What are the key advantages and efficiency impacts of
I using Al in BSCs?

7%  34%

Enhanced
he responses regarding training initiatives for Al adaptation and perceptions of Al’s role in savings customer
competitiveness and employment highlight critical focus areas for business service centers. A " experience
commitment to regular or occasional training signifies an understanding of the importance of

effectively upskilling employees to leverage Al. Simultaneously, perceptions of Al as a competitive
necessity reflect organisations’ broader acknowledgement of technology’s importance in the current
market landscape. Balancing optimism about Al's potential benefits against job displacement
concerns will be crucial. By developing comprehensive training programs, engaging employees in
discussions about the implications of Al, and addressing potential anxieties, business service
centers can foster a well-prepared workforce to navigate the transformative changes artificial
intelligence brings. This approach enhances employee confidence and productivity and positions
organisations for sustained success in an increasingly automated world.

To what extent do you agree with the Do you provide trainings
following sentences?* for employees t? adapt
‘ to Al technologies?

No, and we are \
not planning it

el
- |

Yes,
o will N\ [o} bgt w'e are regularly
planning it
number of
ong term

tion \ '

{ '
n mpact.on :
the number of jobs jls occasiohaly
in the long term

X Ahsw_er on scalel-5 where 1 means “highly disagree’, 5 157

means “highly agree"

&



(f%\ Environment Social Governance
m—= Qverview

The responses strongly align with ESG principles among businesses, emphasizing the responsibility
to prioritize ethical considerations in their operations. While there is a solid foundation for ESG
awareness and commitment within these companies, the level of employee interest and involvement
may require attention to foster a deeper engagement with ESG initiatives. By enhancing education
and participation in sustainability efforts, companies can strengthen their ESG impact and
contribute meaningfully to addressing pressing global challenges.

Companies should put people Companies should care about

and planet before profit 0 g6 their impact on society
Businesses should play a part in solving 4.4 4.2 How would you score
challenges like climate change or social justice ] ] ESG importance?
It's good that brands use their money and To what extent are the employees interested
) 4.6 3.4 : :
power to raise awareness in the ESG topics?
Companies have a responsibility to 4.6 3.3 To what extent are the employees involved
take care of the planet | | in the ESG topics?
Sustainability should be a 4.7 41 To what extent does your company is ready
standard business practice | ] to operate in an ESG-responsible way?
4.5 Companies should do a lot more

to reduce their carbon impact

The data indicates that organizations primarily rely on general employee surveys and direct
interactions during meetings to gauge interest in ESG topics. This comprehensive approach allows
companies to capture a wide-ranging perspective from their workforce. However, there is potential
for growth in conducting dedicated ESG surveys and enhancing participation in training programs
to engage employees in sustainability initiatives further. Encouraging open discussions around ESG
in various forums can strengthen an organization’s understanding of employee concerns and
interests, ultimately leading to a more integrated approach to sustainability within the corporate
culture.

GOVERNANCE
SOCIAL

* Answer on scale 1-5 where 1
means “highly disagree’, 5
means “highly agree”.

ENVIRONMENT

KKK

The data shows that companies are comprehensively integrating environmenta
sustainability into their ESG (Environmental, Social, and Governance) strategies. High
participation in initiatives such as selective waste collection and using recyclable
materials indicates a strong commitment to environmental responsibility. While
many companies are making significant progress, particularly in energy management
and employee education, there is still potential for more action in areas such as the
use of electric vehicles and collaboration with environmentally responsible suppliers.
By continuing to enhance and expand these initiatives, organizations can further
reduce their environmental impact and positively contribute to their communities’

sustainability efforts.

Activities that has been

introduced in terms of the
environmental aspect of ESG?

3

88%

Selective waste collection

78%

- Using recyclable materials

at the office

<
75%

Limiting printing, going digital

.
74%

[9miting energy use where

pos‘e from
647%

Using renewable energy
sources

57%

Redu€ing business trips

46%

Educating employees about the

environmental impact they're
making

=

Using office spaces with high
environmental impact
standards

(-)

3%

Usingelectronic cars in the
company car fleet

38%
Conducting an audit of the

environmental impact the
company is making

32%

Working with suppliers with
high environmental impact
standards

31%

Developing and offering
environmentally friendly
products

18%

Reducing the use of
employer-financed taxi rides

11%

Offering employees a green
equivalent for not requesting a
company car

10%

Other




companies, demonstrating a commitment to employee well-being and compliance with legal
standards. With a focus on both physical and mental health, organizations are taking steps
toward creating supportive and inclusive workplaces. However, there is room for growth in areas
such as insurance coverage for families and enhancing local health and safety roles. By continuing
to invest in the health and safety of employees, companies can foster a culture of care that
ultimately contributes to employee satisfaction and productivity.

@)
Y Physical health & safety
|

related activities

T he data illustrates a comprehensive range of health and safety initiatives implemented by

o,

y A

Offering an office spacein a
location that's easily reachable

9%
9% Offering an office space that

supports various needs of

Caring for physical health & employees

safety at the office —
standard level

——

..

Caring for physical health &
safety at the office — non-
standard solutions

()
yA
Offering mental health
support to your employees

Offering private health

insurance package or that
makes private healthcare more
accessible to employees only

ecurity contributions

o,
9% 46%
Timely payment of

monthly public
healthcare contributions

Caring for physical health
& safety of your employees
while working remotely 44%
Offering life
insurance to the
employees

o
0%
Offering an office space
without barriers for
employees with various
ability levels

36%
A dedicated Health &
Safety role based in

business unit

Hungary covering your

29%
Choosing an office spac
that has internationally
recognized certificates in
terms of health, safety an
wellbeing

26% !2%

Offering private health
insurance package that
makes private healthcare
more accessible to
employees and their family
members

Offering accident insurance
(NNW) anywhere an
employee works

%

(NNW) to employees

S
N

Does your
company have
any global/
regional ESG
strategy?

The data illustrates a strong commitment among
organizations to develop and implement ESG
strategies at both global and local levels. Most
companies have a global ESG strategy, and a
significant portion aligns local action plans with
these objectives, establishing the foundation for
responsible and sustainable business practices.

%

Offering accident insuran

working at the office onl

Offering pension insurance

(PPK) to the employees

N 4% no

N/A

However, a notable percentage of people who
need local actions or the need for awareness
regarding existing plans point to areas for
improvement. Organizations can enhance their
effectiveness by ensuring that ESG initiatives
are well-communicated, understood, and
executed at all levels, particularly aligning local
efforts with global strategies to maximize
impact. By fostering a culture of sustainability
and responsibility, companies can fulfil
stakeholder expectations and contribute to
broader societal and environmental goals.

yes

6l



The variety of initiatives promoting nutrition and recreation within organizations reflects a strong
commitment to enhancing employee well-being through the social dimension of ESG
considerations. Companies are creating environments that support employee satisfaction and
engagement by investing in team-building and social activities, offering both physical and mental
well-being programs, and accommodating diverse dietary preferences. These proactive efforts
strengthen employee interpersonal connections and cultivate a workplace culture centerd around
health and wellness. As organizations prioritize these initiatives, they will likely see positive effects
on employee morale, productivity, and overall organizational performance, ultimately leading to a
more sustainable business model that aligns with social responsibility principles.

Nutrition & recreation
related activities 78%

Financing team building

activities 50%
Offering employer-
financed physical
wellbeing/activities at
the office

64%
Offering free cold and hot
beverages at the office

o
63%
Financing social activities
49%
(]
Taking various dietary
needs into consideration

while ordering food to be
served at the office

a47% 60%
Offering employer-financed .

mental wellbeing activities at Offer'ing employer—finqn;gd
the office physical wellbeing/activities

outside the office

46% 35%

490/ i e Speille Offering a platform when
(-}

employees may choose
Supporting the benefits according to their
creation and needs
operation of

employee networks 31% 21%

Offering a meal card

e oUchers Offering free meals at the office

M%

Other

troduced in terms of the
ocial aspect of ESG at the

- actions
rompany-community level?

Operating in a way that
doesn’t harm the local
community

// 15%

Getting involved
in social
consultations

7% 81%

Supporting the local Operating in line with
community’s need through the local laws and
volunteering activities regulations

67% 42%

. Participation in
Controls in place to ) )
place 56% local business

prevent supporting ; g
unlawful activities Supporting the local a=seclit

community’s need

through donations ()

. 46%

(financial or in-kind)
Offering employees

47 % additional fully-paid
Investing in -~ leave to be used on
educating future 4% volunteering

generations Other

Do you have a local ESG action plan?
34%

i 51%

6%

N/A

global strategy

the company-community level showcases a robust commitment to ethical practices and

community engagement. Companies reinforce their role as responsible corporate citizens by
adhering to local laws, preventing unethical activities, and actively participating in community
support through volunteering and donations. Additionally, investments in education and
participation in business associations demonstrate a forward-thinking approach that benefits
businesses and the communities in which they operate. While solid foundations are in place,
particularly in compliance and community involvement, there is potential for further development in
community consultation and anti-discrimination efforts. By enhancing their engagement with local
communities, companies can create meaningful impacts and foster deeper connections that
contribute to long-term sustainability and social well-being.

T he array of activities that companies have introduced to support the social aspect of ESG at

29%
Taking anti-

58% discrimination

o
9 /o Yes, we have a plan developed locally

Yes, we have a local rollout
plan contributing to our

63



organisational commitment to inclusivity and employee welfare within the framework of ESG
principles. Companies are fostering a compassionate workplace culture by implementing anti-
discrimination measures, providing support for parents and caregivers, and offering individualized
assistance for health and bereavement. Moreover, the emphasis on employee recognition and
flexibility in work arrangements underscores the importance of adapting to employee needs in

T he variety of activities undertaken to support unique and social needs reflects a robust HR policies-related activities as social aspect of ESG

today's work environment. Organizations that continue to prioritize these initiatives enhance s 580/
employee satisfaction and strengthen their overall reputation as socially responsible employers. 790/ 64/0 °
Ultimately, these efforts contribute to a more engaged, productive, and diverse workforce well- ° A seat for HR Supporting the X
equipped to succeed in a competitive landscape. Offering function leader at professional 51 /o
Social d lated activiti day-to-day HR  the [ocal development. of Salary adjustments
ocilal needs-retateda activities Support leaderShip forum employees qu based on external
83°/ externallearning ., ditions
°
Supporting the
professional o
development of 47/"
.A employees via Co-financing or

internal learning

Offering
flexibility in
terms of
working hours

fully-financing the
cost of commuting
to work

ee Applying antie,
discrimination rules
in remuneration*

working el . . strategy & przgc-t’i'ce

46%
Offering relocation

support for the
employee

()
6%
Supporting ;
employees with
disabilities in ljne

%

-+ " Offering
Offering dedicated support to
support to employees parents
who lost a family
member

29%

Offering relocation

’ _.* " Offering sports 3 Other - support for the .
Offering' dedicated equipmgenlfor .'. 11 /O 190/ 26% ?mpioyee and their
support to training spaceat  .* Offering an 4 Creating a body A
employees with the office e opportunity to Offering an that represents
SRt fee R draw an opportunity to invest employees’ rights
\J l conditions P interest-free in the company’s and interests

Lt ‘ loan shares
o
%
26

The variety of HR policy-related activities organisations undertake demonstrates a solid

commitment to the social aspect of ESG principles. By investing in both internal and external

professional development opportunities, providing accessible HR support, and ensuring employee

representation, companies are fostering a supportive and inclusive workplace environment.

. Furthermore, initiatives like relocation support, salary adjustments, and commuting assistance

& 0929900 c -‘7° . reflect a thoughtful approach to addressing the diverse needs of employees. Organizations

A ............ prioritising these policies can enhance employee engagement, satisfaction, and loyalty, ultimately

Other contributing to a healthier organizational culture. By aligning HR practices with social responsibility

k goals, companies improve employee welfare and strengthen their overall reputation as socially
responsible employers.

i Offering support
A Offering anintimate _ 1 caregiversof
room at the office * adults :

* e.g. for prayer during the day, breastfeeding, etc. ... o



he range of activities companies have implemented concerning the governance aspect of ESG

| underscores a firm dedication to ethical practices, compliance, and accountability. Companies

are fostering a culture of integrity and transparency by establishing comprehensive codes of

conduct, whistleblowing channels, and anti-corruption policies. The commitment to aligning with

local laws and investing in data protection and sustainability policies further reinforces their
governance structures.

Activities that has been introduced in terms of
the governance aspect of ESG?

-sonal data protection policy

y anti-corruption training
yees

ocess towards your business
ify possible ethical risks

leadership forum dedicated
pliance/ Internal Audit

ort for industry/
e initiatives

While notable strengths exist, particularly in employee training and operational complian
are opportunities for organizations to enhance their governance frameworks, specifically re
external whistleblowing mechanisms and greater involvement in industry initiatives. By priori
governance best practices, companies can protect their reputations and promote sustainable
responsible business operations that align with the broader goals of ESG.

8 9 o/ Code of Co
o
-
8 2 0/ Anti-corruption
o
Operating in alignme ‘7
J regulations in areas rel
4 L -
=\
650/ Code of Conduct fo
o
Sustainable develo
reporting
Whistleblowing cha
external parties

Whistleblowing c
employees

6 0‘ YA

1
21

79%

39%
29%

6% N
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opportunities for enhancing their ESG initiatives, particularly regarding employee

T he insights indicate that business service centers in Hungary have identified numerous

engagement, talent attraction, and innovation. By becoming more caring employers, limiting
environmental impact, and fostering community ties, these organizations can improve their
competitiveness while contributing positively to society and the environment. Moreover, positioning
themselves as leaders in ethical practices and sustainability can yield significant market advantages.
As companies continue to embrace these opportunities, they can drive internal growth and enhance
their reputation and influence as responsible corporate citizens in a challenging economic
landscape. By capitalizing on these opportunities, business service centers can play a pivotal role in
advancing the broader ESG agenda in Hungary.

What are the biggest opportunities for your
BSC in Hungary in terms of ESG?

o = - .
2 2§ ¢r 25 ¢
— c > Z o C O o)

= = = — a——;
9 s 2 © & v © =
E v Q O ¢ - >

— ) E v o n o ©

- —
25 cC = IE = c
< ] - > C N
c S 2 o o
o o =
(0v] o v -ar—u'
()] C C —
c = = ]
‘v ‘= C Q
m Eo O

_] -

(@)

(g0}

Q

€

he insights gathered reveal a strong

| desire for improved resources and
structural support to enhance readiness

for ESG initiatives within the business services
sector in Hungary. Key areas of focus include
the need for reliable cost estimations, practical
measurement tools, and a commitment from
suppliers to comply with ESG standards.
Moreover, enabling local decision-making and
adopting industry minimum standards can
facilitate more tailored and impactful

compliant/ethical way

Being a better member
of the local communities
Being the champion of
change globally
Attracting new business
from my company’s
international network
Winning a reputation of
a sustainable sector in a
country that is known for
coal-power and other
non-sustainable aspects

sustainability efforts. Education and
knowledge-sharing are also critical
components that can equip organizations with
the necessary insights to navigate the
complexities of ESG practices. By prioritizing
these factors, businesses can improve their
sustainability performance and contribute to a
more resilient and responsible business
services sector in Hungary, ultimately aligning
with global sustainability goals.

Suppliers becoming more ESG-compliant 53%

Educational activities, access to knowledge 53%

Availability of reliable tools allowing to measure 49%
impact in all areas of ESG

Access to reliable cost estimations on the impact 47%

of becoming more sustainable

Adoption of minimum standards for the industry 40%

Ability to take local decisions 38%

Educating investors about the importance of 33%
sustainable locations

Other 4%

What would help the BSC sector in Hungary
to be more ready for ESG aspects?

The research shows that companies in the modern business services sector are facing significant
challenges in their efforts to be ESG-responsible. The main obstacle is increased costs, and other
issues like the lack of proper tools and methods, regulatory gaps, and the immaturity of local
suppliers are making the journey towards sustainability even more difficult. In addition, if leadership
does not prioritize ESG, it could hinder meaningful progress. To overcome these challenges,
businesses need to focus on developing strong ESG strategies that include local decision-making,
improve collaboration with suppliers, and secure the necessary resources for implementation. By
addressing these barriers together, organizations can progress towards more sustainable practices
and make a positive contribution to the long-term resilience of the sector.

Biggest challenges in an ESG-

responsible way

38%

29%

Lack of power

o
61 /° Lack of tools/

Increased
cost

25%

to take local E‘Slf of IO/SmQ
decisions usiness
revenue

24%
Speed of
implementation

18%
Non-strategic

importance of
ESG

methodology/

knowledge allowing
to set targets and

measure

25%

Other priorities

17%
Nature of the

industry we're
operating in

38%
ESG-

immaturity of
local suppliers

24%
Lack of relevant regulatory
requirements/industry

standards in the sector we
operate in

[0 )4 8%
Very limited or

no impact on
our reputation

Loss of talent
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Business

Services Locations
in Hungary

Office Market
Overview

Business Services Hungary | 2024

AGCO, Air Frace-KLM, Albemarle, ALDI
International IT Services, Aleido, Arm,
Avis Budget Group, Bayer, bp, BPiON
Services, BT, CAE Engineering, Celanese,
Citibank, Cognizant, Computacenter,
Continental, Corning, Cosmo Consult,
Covalen, CRH Uzleti Szolgdltatdsi
Kozpont, Cushman & Wakefield Portfolio
Services Center, Deutsche Telekom IT
Solutions, DHL, Diageo, Diligent,
DOQSYS Business Solutions, Eaton
Business Services, Ecolab, Emerson — NI
Hungary, Emirates, Epam Systemes,
Ericsson, ESAB, ExxonMobil, eSense, EY
GDS, Flowserve, Ford, Formlabs

» Budapest
ih 82 BSCs

899, ~ 85,000

Alcoa Shared Services, Denso,
Harman, Howmet, Hydro Global
Business Services, Készpénz-
Invest (2 locations), Kyndryl,
Logisztar Székesfehérvar,
Pannonjob, Arconic

Székesfehérvar .
10 BSCs
5,733 900,

Gyor .
4 BSCs
800 &%
AUDI Hungaria,

Dana Hungary,
Leadec,
thyssenkrupp

Veszprém: :: I
5BSCs
1100 8&%@

Charles River
Laboratories, 1 ‘Pécs
Continental, :
Elevate Healthcare, EEJ 9 BSCs

thyssenkrupp, 899,1.300

&

Major

Hungarian

BSC
| ocations

112 Segélyhivo
Kozpont,
CallComm,
Callfactory,
Covalen, DIGI,
MVM EMASZ,
United Call
Centers,
Vodafone

Miskolc A
8 BSCs [h
1000 299,

©)

4 Szeged
10 BSCs
£92,1,500

4iG, Aldi, BT, CallComm,
Callfactory, Capgemini,
Continental Autonomous
Mobility, Cosmo Consult,
DataExpert, Delaware
Consulting Hungary,
Deutsche Telekom IT
Solutions, Diehl Aviation,
Emmerson - NI, EPAM,
Flowserve, HTEC, Leadec,
Lupus Consulting, NSC
Global, Raiffeisen Bank
Service Center, Reed Talent
Solutions, TIGAZ,
Transcosmos, T-Systems,
Deloitte, EY, PwC

. Debrecen
Eh 26 BSCs
209, 4,715

)

Valeo . .
Aldi International IT
Services, Concentrix
Services, Deutsche
Telekom IT Solution
Hungary, Fressnapf,
OTP Bank, Unisys, Soft
Flow, Viessmann, EY

bp, Cosmo Consult, Deutsche Telekom IT
Solution Hungary, EPAM, Leadec,
Lightware, Lufthansa Systems,
Provident, thyssenkrupp, Yettel

*list of company names participated
in the survey




Budapest office
submarkets
Statistics

Ring Road Area

£z :E %

Current Pipeline under
stock construction

630,000 m? 25,000 m?

Current Availability
vacancy in the pipeline
Metro /2/3/ o 9
Tram 17% 90%

University :
Annual office take-up

28,000 m?(2019)
~52,000 m?(2023)

Main occupiers’ profile
IT & Telecom, Manufacturing

@ = | Bosch / Citi / Docler Services / K&H /
ThyssenKrupp/ TUV Rheinland /

3=F

I’;;EQI

Annual office take-up
A R ~ i construction 81,000 m?(2019)
#;;ﬁ  685,000m? | 140,000m> | ~95,000 m*(2023)

- &

O i R

- Pipeline under

4 e i  Current Availability Main occupiers’ profile
; f . vacancy in the pipeline i IT & Telecom, Public

14% ()74 Sector

Q= Agco / Bayer / British Telecom / Colas / Ericsson / Estée KR
§ Lauder / evosoft / IBM / TATA / Thyssenkrupp / Viacom / pi~i
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82

Major BSCs
in the city

95

Population

3,000,000+

(greater area)

090

i

~85,000

Employees
of the sector

Budapest Bscs

Budapest is the largest city, and the only metropolitan area in Hungary with 1.7
million people in the city and further 1.3 million living in the agglomeration
(Central-Hungary, Pest County). For a decade now, Budapest has maintained
its leading position in the CEE region in terms of liveability. The weight of the
Budapest region in the country’'s GDP exceeds 45%, one of the highest
proportions in the EU. This is the only region in the country where the
population is growing - thanks to both domestic and international migration.
According to various forecasts (incl. Oxford Economics), the city is forecasted
to have one the fastest growing economies in Europe over the medium term
(2025-29). In terms of projected office-based employment growth, Budapest
is second to Madrid only in Europe on the same time horizon.

AGCO, Air Frace-KLM, Albemarle, ALDI International IT Services,
Aleido, Arm, Avis Budget Group, Bayer, bp, BPiON Services, BT, CAE
Engineering, Celanese, Citibank, Cognizant, Computacenter,
Continental, Corning, Cosmo Consult, Covalen, CRH Uzleti Szolgdltatdsi
Kozpont, Cushman & Wakefield Portfolio Services Center, Deutsche
Telekom IT Solutions, DHL, Diageo, Diligent, DOQSYS Business
Solutions, Eaton Business Services, Ecolab, Emerson — NI Hungary,
Emirates, Epam Systems, Ericsson, ESAB, ExxonMobil, eSense, EY
GDS, Flowserve, Ford, Formlabs, Fressnapf International Business
Services, FrieslandCampina, GE, Genpact, Givaudan, Howden, Hydro,
IBM, International Flavors & Fragrances, Itron, Jaguar Land Rover,
KOSTAL, KPMG Global Services, KUKA, Kyndryl, Lexmark, Lufthansa
Systems, MagiCom, MOL GBS, Morgan Stanley, MSCI, MSX
International, Nilfisk, NIO, Nissan, Nokia, Oracle, Process Solutions,
Randstad Sourceright, Roche, Sanofi, SONY, Tata Consultancy
Services, TechMahindra, Tesco Business Solutions, Thermo Fisher
Scientific, thyssenkrupp, TK Elevator, Trivium Packaging, Unisys, VOIS,
Xellia Pharmaceuticals




/ Office Market

ffice stock in the city has surpassed a new milestone with 4.5
eter, making Budapest the largest office market in the Central-
an region second only to Warsaw. Although office completions in
t to expectations, the future pipeline remains robust at over 520,000

025, we foresee a delivery of 101,600 sq m of new office space of which 36%
lready pre-committed. In 2026, 256,300 sq m of office space is expected to
me onto the market, with a 93% pre-lease ratio. 85,400 sq m will be completed
in 2027, where 96% has already been pre-committed. This extreme high pre-lease
ratio is mainly due to the planned moving and consolidation within the public
sector. Most of these purpose-built developments are taking place in Budapest 11
and Budapest 14. Therefore, the office construction activity is highly concentrated:
Non- Central Pest submarket (37%), and South Buda (27%) carves out the biggest
chunk while Vaci Corridor remains 3rd with a 19% share. In the traditional city
center (CBD and Central-Buda) only 7,800 sq m is under construction. In addition
to this space being under construction, we are monitoring a further thirteen
projects where construction has not started yet but planning is at an advanced
stage. These have a total volume of 213,000 sg m and could be completed by 2027.
The current economic and financial climate is not conducive to new starts on a
speculative basis, so we expect these projects to commence after a reasonable
level of pre-letting or owner-occupation.

Total Leasing Activity in the office segment reached ca 240,000 sq m in the first
half of 2024, up 21% year-on-year. Excluding renewals, take-up was 130,000 sq m,
up by 25% y/y. The top ten leasing deals in H1 2024 included seven renewals, two
new deals and one owner-occupied deal. Two sizeable renewals were signed, both
in multiple locations: one by a pharmaceutical and healthcare company and one by
a finance company. Average deal size has increased by 8% year-on-year. Renewals
dominated the demand: 46% of TLA was prolongation signed leases, following new
leases with 34%, which suggests that many companies are looking to postpone
wholesale relocations into new office space, thereby reducing their overheads
during this uncertain period. The sectoral breakdown of take-up in 2024 so far was
led by Manufacturing & Energy (21%), followed by Business Services (17%). These
two sectors are typically driving the demand for BSC office space. Public Sector
(15%), Financial Services (10%) were also more active in 2024 — whereas we
observed less agility on the leasing market from IT related companies. Overall the
occupied office stock has expanded by ca 35,000 sq m in six months, showing a
stronger dynamics than in previous years. Geographically, the strongest net
absorption was registered in Vaci Corridor and in Central Buda, followed by Central
Pest. We continue to see a growing interest for flexible solutions resulting in high
demand for serviced offices. Based on our database the flex office stock in Greater
Budapest stands at around 80,000 sq m at the end of Q2 2024- following the
handover of Regus flex offices in non-central locations close to retail hubs in the
agglomeration. Further expansions in regional cities are expected to appear soon.

Year-on-Year

Business Services Hungary ' 2024

Vacancy Rate:

13.9%

and expected to
increase further

Grade “A” Rent:

16.8 €/m?

/month

The vacancy rate increased to 13.9% (+1.7 pp y/y) and the vacancy in ‘A’ category
stock was at 14.6% as of July 2024. Geographically, in Q2 2024 the vacancy rates
increased in six office submarkets y/y, with the largest increases in Non-Central
Pest and Central Buda. The lowest vacancy rates were seen in North Buda (7.7%),
Central Buda (8.7%) and CBD (10.4%). As has been the case for over a decade, the
largest vacancy rate was measured in the Peripheral submarket (33.2%).

We expect vacancy to increase further during the year and to surpass 15% by the
end of 2024. Thereafter, given the enormous activity with the public sector
consolidating into new “A” category, those buildings they vacate will significantly
increase the “B” category vacancy higher. This will be further added to with other
large consolidations. In general, we see and expect stronger demand for the rest of
2024 as the economy continues to grow. As a result, CBRE expects vacancy rates
to start reducing from the beginning of 2025.

All submarkets except CBD and Periphery have higher vacancy rates at the end of
H12024. There are four submarkets with vacancy rates above the city average: the
Periphery (33.2%), Central Pest (18.0%), Non-Central Pest (17.7%) and South Buda
(14.9%). It is important to note that the reported vacancy levels reflect the market
and submarkets on an aggregate level, hence “real-time” availability from an
occupier’s perspective is much more limited, as the vacant space is generally not
contiguous, and fragmented across buildings and floors.

The average asking rent in vacant premises was 14.6 EUR / sqg m pm as of Q2 2024,
showing a slight increase (+2%) y/y. In case of ongoing developments, the typical
range is between 20-22 EUR / sg m pm, moving slightly up y/y. Among ‘A’
category assets, the asking rent stands at 16.8 EUR / sqg m pm (+2% y/y). Prime
rents are edging up for centrally located, best-in-class premises. Currently we
quote prime office rents at 25 EUR / sg m pm, (flat y/y). Comparing the average
asking rents with those of Q2 2023, we see a significant increase in Central Buda
(16.2 EUR, +79% y/y), Periphery (9.3 EUR, +6.8%) and CBD (19.6 EUR, +5.7%).
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Debrecen

825

Population

960,000

(greater area)

Major BSCs
in the city

090

q%? ngotels
4,715

Debrecen is the second largest city in Hungary and has a Employees

significant role in the nation’s business services industry. of the sector

As the major cultural, educational and economic center of 4iG, Aldi, BT, CallComm, Callfactory,
Eastern Hungary, the city offers accessibility by road and Capgemini, Continental Autonomous
rail, while the international airport operates regular flights ~ Mobility, Cosmo Consult, DataExpert,

to various destinations from Debrecen. In addition to this,
the city provides a good combination of a dynamically
evolving economic life and a liveable environment at

affordable prices.

SRR

Transportation

220 km

from Budapest

5km
from DEBRECEN
International Airport

Business Services Hungary | 2024

Telekom IT Solutions, Diehl Aviation,
Emmerson - NI, EPAM, Flowserve,
HTEC, Leadec, Lupus Consulting, NSC
Global, Raiffeisen Bank Service Center,
Reed Talent Solutions, TIGAZ,
Transcosmos, T-Systems, Deloitte, EY,
PwC

The city has a modern office stock of ca. 117,000 m2 — making
Debrecen the largest office market among the regional cities. The
stock consists of several newly built and refurbished projects
offering immediate availability on ca. 26,100 sq m as of end H1
2024. Ca. 75% of speculative stock is modern “A” grade office
buildings. The office stock is evenly spread across the city at
strategic locations with high visibility and good access by car or
public transport. The office stock is evenly spread across the city
at strategic locations with high visibility and good access by car
or public transport. Average rental fees of category “A” offices
range from 10-13 EUR/m2/m, whereas category “B” offices can be
found from 7-8 EUR/m2/m.

Besides the existing availability, the future pipeline is includes
further projects on 13,400 sqg m GLA. The planned completions
include expansion, refurbishment and new office developments
as well across various locations in the city, including the
International Airport. Once realized, these new projects create
great opportunity for new companies to establish their business
in Debrecen. The city is already home to numerous international
companies with a wide range of functions and sectors from IT
and telecommunications through financial services to high added
value engineering activities.

Delaware Consulting Hungary, Deutsche

In a survey by Financial Times, examining international capital flows and investments,
Debrecen was included in the TOP 10 list of best investment promotion destinations in the
world. Besides its importance as a key regional office hub, the city has emerged as the most
important industrial hub in Eastern Hungary due to significant FDI inflow in recent years.In the
Debrecen area speculative industrial stock hit 168,000 sq m as of August 2024. It has excellent
infrastructure and three industrial parks covering 1,400 hectares that are home to Vitesco
Technologies Kft., BHS Trans Kft., Semcorp Hungary Kft., CATL and BMW.
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7,075

Foreign
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21T 34 870
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—

7,011
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Transportation
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1s the most important city of northwest Hungary, the
pital of Gydr-Moson-Sopron County and Western
ansdanubia region, and—halfway between Budapest
and Vienna—situated on one of the most important traffic
artery of Central Europe. For almost three decades now
Gyor has been a top destination for international
manufacturers, most notably Audi, who have established
one of their leading engine and car factories here and as a
result attracted a wide array of renowned suppliers.
Although GyOr is seen as a major industrial hotspot
anchored by Audi, the city has a considerable service
sector as well. The growing importance of the tertiary
sector is reflected in the development of the office market.
The largest office complex in the city is located directly in
the city center on ca 23,000 sg m GLA with current
availability around 4,000 sq m in three buildings. Besides
the centrally located offices, there is a significant modern
stock in the industrial park in the vicinity of the Audi plant
with a considerable office element (ca 20,000 sg m
across various buildings). Office space is available if the
city for a rental rate of 10-13 EUR/sgm pm.

AUDI Hungaria, Dana Hungary,
Leadec, thyssenkrupp

4

Major BSCs
in the city

ooo
ooo
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26

000 3*+ Hotels

G
800

Employees
of the sector

AUDI Hungairia,
Dana Hungary,
Leadec, thyssenkrupp

2o

12,676

Students

At the same time, the labor market situation in the
region is becoming more and more difficult, and in
the case of Gydr, the limited supply of plots also
hinders further growth. Therefore, the balance is
increasingly tipping only towards investors who
require higher education and are less labor-
intensive. The growing importance of the tertiary
sector is reflected in the development of the office
market. Besides the centrally located offices, there
is a significant modern stock in the industrial park
in the vicinity of the Audi plant with a considerable
office element (ca. 20,000 sq m across various
buildings).

1@

Institution

Higher
education

[ €9

3,088 JAL:

oreign students




Miskolc is the largest city in North-Hungary and is the
seat of the most populous county in Hungary. Miskolc
succeeded to transform its economic character and
managed to shift the focus from heavy industry and
mining to high value-added production and business
services. The emergence of the service industry as a key
economic driver is also reflected in the rampant growth
of the office stock. The existing office stock has rather
limited availability, and is scattered across several
historical buildings in the city center.

090

G
1,000

Employees
of the sector

Major BSCs
in the city

112 Segélyhivd Kozpont, CallComm,
Callfactory, Covalen, DIGI, MVM
EMASZ, United Call Centers,
Vodafone

1

20

11-14 €/m?/month
Average rental fee
‘category A

U

Transportation /

187 km

from Budapest

180 km

fromm BUD Airport

120 km
froom DEBRECEN
International Airport
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3*+ Hotels

Due to recent developments, the stock has significantly increased
since our last survey. The existing office stock totaling ca. 37,000
m2 and has rather limited availability and is scattered across
several historical buildings in the city center.. Miskolc is a
reasonable choice for cost-sensitive companies as rents start from
6-8 EUR/m2/m for “B” grade properties, while modern “A”
category office space available at 11-14 EUR/m2/m.

On the demand side, Miskolc city is home not only to services
directly linked to the buoyant manufacturing industry, but also to
various other back-office operations, mostly customer service
centers. There have been four major business service providers in
Miskolc for 20 years already, employing currently ca. 1400 people.
Close cooperation between the city, the University of Miskolc and
the existing businesses are facilitating further growth in this
sector. Besides attracting and retaining talented young people and
an active workforce, the city is actively supporting the local
Research & Development activities and working on a
Smart&Green Miskolc concept to further increase the livability and
attractiveness of the city.
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10,263

Students

Higher
education

1
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= €9
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Foreign students

2,578

University graduates
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Pecs

o 9 1,300
Yy . Major BSCs  Employees
Population in the city of the sector

450’000 Aldi International IT Services,

Concentrix Services, Deutsche

(greater area) Telekom IT Solution Hungary,
Fressnapf, OTP Bank, Unisys, Soft
Flow, Viessmann, EY

Pécs is the largest city in South-Transdanubia and is the
main educational and cultural hub in the region. The city
used to have an industry-driven economy focusing on

mining, manufacturing and food; however, there has been
a gradual development of high-tech industries establishing Higher 1

in the city (including electronics IT network L] .
manufacturing). Current modern office stock is estimated oo educatlon Institutions
to reach 46,000 sq m - including properties with full Ll /

occupation. 21
3*+ Hotels / \
000 | §%)
N ]
The stock consists mostly of smaller floor plates in refurbished 21 387 3 927 4 990
)= historical buildings or in ‘B’ category facilities. Newcomer 9 9 9

companies can choose among several office buildings of various Students University graduates Foreign students
quality with a total immediate availability of ca. 7000 sq m. Based

- " on existing plans, further 14,600 sq m of office space can be

10 12 £/ nz/month developed upon tenants’ enquiry at a later stage. The headline rents

‘Average re,ntal fee vary from 5-6 EUR/sq m/m in ‘B’ category properties up to 12 EUR/
category A sqm/m in ‘A’ category stock.

As a milestone of this economic transformation, in 2006 Concentrix

(Convergys) opened a customer service with 200 employees in [
Pécs. Since then other companies from a diverse range of industries ' ’
[&QQQ opened their new service centers in town - including IT Services, R &
© © Unisys and more recently Viessmann and Aldi. The shared service = -;'L e
Transportation sectorlls estlmqted to employ ca 800 people vylth.ambltlous Sy
expansion plans in the future. Nevertheless, there is still room for e ;
198 km other shared service centers to start operation in the city given the }ul ‘»} 74

guantity and quality of the available labour pool. The economic ~—

from Budapest backbone of the city is currently the domestic service industry and

i = sl
S | [l | s ‘“‘v|||“
(- )

10 km the smaller and medium sized enterprises present in the region. =2g " | 7 ; , -
, , Nevertheless the skilled workforce coupled with relatively high '”ﬁ §§ ; RLE
from PECS-POGANY unemployment and lack of other shared service operators create a % \‘a, '!%;%1) e " ,,.fﬂ.f"? &
Airport great opportunity for new employers planning to set up operation in — -4 ; L S
Pécs. . %

T
4
\
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Szeged g (i
000 — o 10 1,500

Y : . Major BSCs  Employees
Population N inthecity  of the sector

452 ’Ooo bp, Cosmo Consult, Deutsche Telekom

(greater area) .- IT Solution Hungary, EPAM, Leadec,
. Lightware, Lufthansa Systems,
/ Provident, thyssenkrupp, Yettel

Szeged is not only the seat of the South-Great Plain re-
gion but also the EU’s gateway city to Southeast Europe.
The city is an important scientific center, home to vari-
ous medical, biological & biotechnical research centers

and to the ELI-ALPS laser research institution. The Sci- -
nce Park is a planned scientific research center to ac- =
mmodate start-up businesses and innovative compa- |
next to ELI-ALPS. The business services center 20
ry has emerged as an important driver of the local 3% Hotels

The city has been a cultural and educational center of the region,
hence its economy strongly relies on the service industry. Szeged
gives home to service centers operated for EPAM, Deutsche Telekom
and Lufthansa Technik. The city has proved to be attractive to a num-
ber of IT companies recently to locate here their core functions.While
the industrial market is still elementary in the city, this will change
soon following the recent announcement from the largest Chinese car
manufacturer. The electric car manufacturer BYD is building a giga
factory in Szeged, which could strengthen the region’s position in the
real estate market. Large companies, focus on food processing and
oasts a mix of manufacturing, are based here include: Pick, Conti-
tal, Sole-Mizo, BP, Naturtex, Goodwill Pharma.

rrent office stock is estimated at ca. 32,000 m2, however, the
of this space is occupied by long-term tenants. Currently
wo new projects under construction, both in the city center
| 7,600 m2, to provide more opportunity for newcomers.
33,000 m2 of “A” grade office space in the pipeline, out
2 is under construction. The headline rent for new of-
e range of 10-12 EUR/m2/m, whereas smaller office
modated in current vacancies at a rent of 6-10
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Foreign students

Students University graduates
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Székes-
feheéervar

&5

Population

836,000

(greater area)

Major BSCs

in the city -
oo
[1

090 8

ﬂ%? 3*+ Hotels
5,733

Employees
of the sector

Székesfehérvar, the largest city in Central
Transdanubia with approximately ca 100,000
residents, serves as the economic hub of the region.

Its closeness to the capital and its strategic
placement along major railway and road networks
have drawn numerous foreign investors to the city

since the 1990s.

9-12 €/m?/month
Average rental fee
‘category A

SRR

Transportation

57 km

from Budapest

88 km

from BUD Airport

Business Services Hungary ' 2024

Alcoa Shared Services, Denso, Harman,
Howmet, Hydro Global Business
Services, Készpénz-Invest (2 locations),
Kyndryl, Logisztar Székesfehérvar,
Pannonjob, Arconic

This influx of foreign direct investment has been pivotal in
transforming the city into a key Hungarian economic center,
contributing to one-third of the region’s GDP. Additionally,
Székesfehérvar has emerged as the focal point for electronic
manufacturing in Hungary, while the service sector,
particularly IT, is becoming increasingly significant. The
business sector in the city employs around 3,000
individuals. Most of the modern office spaces are located in
industrial parks within mixed-use facilities. Nonetheless,
there is approximately 12,000 square meters of office space
available in the city center, with rental rates starting at 8
EUR per square meter per month. Székesfehérvar, Hungary,
is a key industrial hub known for its diverse manufacturing
sectors, including automotive, electronics, and food
processing. The city’s strategic location and well-developed
infrastructure facilitate trade and logistics, attracting both
domestic and international investment. Additionally,
Székesfehérvar’'s skilled workforce contributes to its
reputation as a center for innovation and industrial growth.
With a modern real estate stock of almost 700,000 sq m,
the industrial parks serve as major business hubs in the city,
offering modern workspace opportunity for occupiers
without specific warehouse requirement as well.

Higher 2 @
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Veszprém

000

Population

200,000

(greater area)

Veszprem, located in the Central-Transdanubian Region
near Lake Balaton, is swiftly becoming a key destination
for office space opportunities. Its geographic advantages
and burgeoning economic landscape make it an
appealing choice for businesses seeking growth and
innovation.The city’s proximity to the leisure destination
of Lake Balaton enhances its attractiveness for potential
residents and employees, while its connectivity to
Budapest via expressways and railways makes

090

G
1,100

!Vlajor B.SCS Employees
in the city of the sector

Charles River Laboratories,
Continental, Elevate Healthcare,
thyssenkrupp, Valeo

ooo
ooo

u‘]

commuting easy.

6-9 €/m?/month
Average rental fee
‘category A

S
Transportation

115 km

from Budapest

140 km

fromm BUD Airport
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3*+ Hotels

This well-established infrastructure positions Veszprém as a viable
location for office spaces. The city offers a variety of office space
options, including modern premises in industrial parks and historic
city center locations. Newly constructed buildings focus on high
energy efficiency, appealing to environmentally conscious
businesses. New office space can be created upon emerging
demand from occupiers - plans are ready to cater to businesses
seeking contemporary facilities.Rental prices in Veszprém are
competitive, with older premises starting at 6 EUR/m /month and
newer developments from 9 EUR/m /month. These rates,
combined with the city’s cultural richness and modern
infrastructure, make Veszprém an attractive location for businesses
looking for office space.

5

4,816

Students
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We contribute to the economic development of the
country by promoting Hungary as an ideal location for
investments and by providing management
consultancy services to investors and prospective
HUNGARIAN INVESTMENT invgst.ors. In the framework of our policy advisory

activities we mediate between business and
government and collect company feedback in order to
prepare policy proposals to further improve the
business environment. We are also responsible for
investment incentives and work as the managing body
of the VIP cash subsidy system based on individual
government decision. We provide management
consultancy services in the fields of location selection,
supplier development and mergers and acquisitions in
a one-stop-shop service model on a free of charge
basis.

Hungarian Investment Promotion
Agency (HIPA) is the national investment
promotion organization of Hungary.

Before you make a decision, in the framework of our one-stop-shop management consultancy
model we offer You the following services to address your business needs:

Information packages on the business environment, labour market,
tax regulations, etc.

|
—~J
3

Meeting with HR and real estate agencies, law firms and other
consultants based on your needs.

O
B
O

J
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Location search, evaluation and site visits.

ooo
ooo
ooo

11 Reference visits at companies that are already.established in Hungary:.

|, Tailor-made incentive offers.and-assistance with your incentive

application.

After You have successfully established your business in Hungary, we are open for your feedback
to enhance business environment, also we offer mediation between government and business
based on your inputs.

CONTACT US Address: 1055 Budapest, Honvéd utca 20.
Customer service: investment@hipa.hu
Telephone: +36 1872 6520
Web: www.hipa.hu

Business Services Hungary |1 2024

ABSL Hungary ABSL Hungary - the Association of
Business Service Leaders - is the leading professional
non-profit organization in Hungary, dedicated to
fostering cross-border collaboration, developing
industry expertise, and positioning the business services
sector as a key driver of the national economy. Through
ABSL Hungary, industry leaders and stakeholders
deliver a unified, influential voice that is crucial in
shaping the country’s economic landscape. The purpose
of the Association is to inspire collaboration in the
regional industry, to achieve international knowledge
sharing among companies in the business services
sector, to exchange best practices, to inspire the company communities in the sector to continuously
strive for excellence, and finally to promote the constant growth and strengthening the position of the
sector in the region. ABSL Hungary offers an array of membership benefits and partner advantages.
Members can tap into diverse networking opportunities, connect with industry experts, and gain
access to exclusive research and insights. They collaborate within a thriving community, share
experiences, and have a voice in advocating industry best practices. Partners benefit from increased
brand visibility, access to a wealth of knowledge for innovative projects, and opportunities to forge
strategic alliances. By joining, you will be recognized as a company committed to shaping the future
of the business services sector and contributing to meaningful initiatives. Whether you are seeking
networking, international insights, or impactful collaborations, ABSL Hungary provides the platform
to unlock value in the business services landscape.

www.absl.hu

The American Chamber of Commerce in Hungary
(AmCham) is one of the most influential and trusted
business organizations in Hungary, representing
local and international business interests since 1989.
A member-funded, politically independent platform AI‘T\Chdm
consisting of over 300 companies from a wide variety
of sectors who share a firm commitment to the ideas
of - partnership, cooperation, . and ‘the . exchange of
best practices: In ‘this*sentiment, AmMCham,  together
with-20+ member companies and in_partnership with
the Hungarian “Service and Outsourcing- Association
launched the BSS Hungary working groupin 2019; a very.
first industry cooperation on sector‘branding.- Since the
foundation, participating:Business Services:companies
have been workingtogetherin‘aninspiring‘cooperation
towards ‘the common goal of being amongst the top 3
most attractive sectors in Hungary, and the number
one choice for career starters. BSS Hungary has also established strong educational partnerships,
involving university guest lectures and trainings to help students make more informed decisions
about their future and career. The working group’s mission has now evolved into being a platform for
sharing knowledge and best practices among its members, and advocating for initiatives aimed at
strengthening the sector’s competitiveness both domestically, and in comparison to the international
scene.

www.amcham.hu
www:.bsshungary.com



Whether a request comes directly from a company, indirectly from a consultant, or through a
Hungarian Embassy to HIPA, investors can benefit from the extensive support provided by our one-
stop-shop service system. During the initial , In addition to presenting Hungary's
favorable investment environment, we assess the company’s needs and, based on the planned project
parameters, gather all relevant information—such as taxation, labor regulations, HR benchmarks, and
office proposals—to be shared with the investor in a , potentially involving external
consultants. If the company wishes to gain a first-hand perspective on the proposed opportunities, we
organize site visits covering multiple cities, where the company can explore the possibilities offered
by Budapest and other Tier 2 university towns. These visits include meetings with HIPA, local
municipalities, universities, various consultants, and locally operating Business Service Centers. If
certain criteria are met, we also provide comprehensive support in

that can further support the investment.
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From Vision to Victory

KOSTAL's BSC Success Journey in Hungary

HIPA at the end of 2021 with the plan to create a global, multifunctional business service

center in Budapest. Following the initial enquiry, HIPA organised a kick-off meeting, a
consultation with an HR consultant and reference visits to four major service centers in Budapest in
less than 2 weeks. During the meetings, KOSTAL was fully informed about the business
environment in Hungary, industry trends, as well as the automotive R&D activities, HR and
education landscape. The company was presented with the range of cooperation opportunities with
universities and the rules and regulations of the available state subsidies. In parallel an active
discussion on incentive opportunities started.

D ue to the significant growth of the group, German automotive supplier KOSTAL contacted

From the first enquiry until February 2022, the company visited Hungary several times to
participate in further decision support programmes organised by HIPA, and had the opportunity to
meet four more reference companies. According to the feedback from KOSTAL, these reference
visits had a significant impact on the decision making, as they could directly get independent, and
objective market information about the sector and learn about business models that local actors
use.

After much consultation, KOSTAL Group has finally chosen Budapest as the location for its BSC to
support the company’s global and European activities. The investment - supported by training
subsidy - created 300 new jobs.

HIPA actively promotes and supports not only the market entry of new companies but also the
reinvestment of existing investors. As a result, KOSTAL is also considering the opening of an R&D
center with an even higher added value, which will further enhance its presence and activities in
Europe and Hungary.

KOSTAL's decision to locate in Budapest wasn't solely based on the city’s strong business service
landscape. While it is possible to find somehow lower cost elsewhere, Hungary offers a high-quality
talent pool that can meet any recruitment need — even beyond business services. The availability of
international class talent enabled co-locating certain group functions next to the BSC. Furthermore,
the location has proven highly attractive to expats because of the vibrant cultural scene, world-class
infrastructure, excellent public transportation and a high standard of living at relatively affordable
prices compared to Western Europe. These aspects, combined with Hungary’s favourable business
environment and proactive government support, made Budapest the perfect choice for KOSTAL's
global service ambitions.

KOSTAL was named Investor of the Year KO S TA L
at the Business Services Hungary 2023
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Based on the new regional aid map, an investor capacity expansion projects carried out by large
classified as a large enterprise is entitled to enterprises in Central Hungary region will no
receive subsidy up to 50% in Pest county. This longer be excluded from receiving regional aid
excludes the area of Budapest city. Additionally, starting from 2022.
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Training Subsidy Qo/j

The Hungarian Government also offers a VIP subsidy for the training of em
establishment or expansion of business service centers. The subsid
creating at least 25 new jobs in the field of business service activitie
internal or external training projects covering up to 50% of the
related costs of trainees and trainers, cost of travelling and
The amount of the subsidy may not exceed EUR 5,000 g
per training project regardless the location of the projec

N

S.
R&D Subsidy g O Y]

etitive
: t: y "‘Tﬁe aim of VIP cash subsidy for R&D projects )

-~ enterprises with min. 100 employees, and -

——

- /"'fncentive heme proyides --oba". 1@?& &D p i
s s ,, -f.ﬁﬂ" iy £ .
incentive is basedon severalsfa -.{w 0 ct ) 7
t - L ®

) - _project, cooperation of the ,compan i ownershi I atoropertyy’ / JF |

P o o ; *
protection, etc. The amount of the incentive may*not gxc % of the el [e"costs of the™[™P »«ﬁri;" «F 8 |- e ~ O©Thisdocument L4 ’ RS e ) |
- S Trator A s 2 I )= S i - is protected by copyright. f — 1 1
L / /' = .. ‘.b o 7: | A— pe »
- s . / .’ 01_ ‘> A g -— ¢ .
- ";(t :,i. - 1 i -—l - .. . J. . : . i
k|9 \ »
o -
T o p ‘ -
a o
o -
= o B
= W2
A
» .-
4 : »
» = @
Business Services Hungary |1 2024 .




Survey Respondents, thank you for your co-operation!
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