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Introduction

Recently, there has been an increase in the use of new enterprise development 
strategies, such as outsourcing or offshoring. Enterprises frequently outsource 
a wide range of tasks outside their home country. This is influenced by, among 
other things, reduction of trade and investment barriers, as well as technological 
progress – and thus easier globalization of services. Particular attention should be 
paid to changes that have occurred in the information flow and communication. 
This allowed enterprises to freely separate production and business processes for 
the whole world while limiting the cost of transmission of services. Companies can 
take advantage of differences in production costs without losing the benefits of spe-
cialization (Sethupathy, 2013). In addition to technological progress, demographic 
changes are also affecting the emergence of new business management strategies.

By using outsourcing or offshoring, enterprises minimize costs and achieve 
other benefits from the separation of auxiliary activities and the implementation 
of such tasks in their foreign branches. They can also outsource them to another 
company that will do it more effectively. Therefore, it is important to make the right 
decision regarding the adopted management strategy. No less important is finding 
the right location that meets the assumptions set in advance. The subject of location 
decisions was very often raised by researchers, especially in international economics 
(Antràs & Helpman, 2004). They believe that the most frequently outsourced tasks 
are: production and IT, and services related to accounting, customer service, HR or 
R&D have been increasingly outsourced recently. 
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This article deals with the subject of interrelations between offshoring, location 
decisions and the supply of soft and hard skills on the labour market. The aim of 
the article was to determine which workforce skills and to what extent influence 
the choice of the location of the enterprise. The theoretical part of the paper 
presents the issues of offshoring and location factors, with particular emphasis 
on human capital. In order to verify the research hypothesis that soft skills have 
a greater impact on the choice of location by offshoring companies than hard 
skills, empirical research was carried out. The data source used in the analysis 
included the results of surveys in which 59 enterprises from the Business Process 
Outsourcing (BPO)/Shared Services Center (SSC) sector with foreign capital 
in their share capital participated. It should be noted that there is a cognitive 
gap in determining the role of human capital, including soft and hard skills, as 
a location factor. Previous studies on the location determinants of enterprises 
in the BPO/SSC sector focused on classic location factors such as: labour costs, 
transport or some aspects of human capital in general.

1. Literature Review

1.1. Offshoring: the concept and typology

Outsourcing and offshoring strategy is one of the most widespread development 
strategies among Western companies, and it consists, among other things, on 
the location of enterprises in other countries. It allows economic entities to main-
tain and strengthen their competitive advantage. In the literature on the subject 
one can find the division of outsourcing presented in Figure 1.

Figure 1. Division of outsourcing by location of services

Source: Kajzinger, 2015. 
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Nowadays, managers have to decide whether the tasks are to be carried out 
in the parent enterprise or transferred abroad. An enterprise that does not out-
source tasks (domestic supply) usually engages in standard vertical integration. 
On the other hand, assigning tasks abroad to your branch involves participation 
in foreign direct investment and internal trade. This is called international in-
sourcing. Enterprises may outsource their tasks to their home country or abroad. 
The outsourcing of auxiliary tasks to an external service provider in your home 
country is called domestic outsourcing. However, when commissioning the im-
plementation of such activities outside the home country to another enterprise, 
it is called international outsourcing (Antràs & Helpman, 2004). International 
insourcing and international outsourcing are also called offshoring or offshore 
outsourcing. In addition, a recent phenomenon has appeared in recent years 
called nearshoring, which includes location distance.

Offshoring involves looking for new markets, resources or opportunities to 
expand or gain a competitive advantage. Increasingly, companies, in addition 
to looking for new locations in order to save, are looking for new resources, talents 
and technologies. The decision to use offshoring in an enterprise is influenced 
by both external and internal factors. Such factors include, among other things, 
the desire to increase efficiency or the lack of human capital in the current lo-
cation or the desire to use global talent. Therefore, managers must make fully 
rational and comprehensive decisions by thoroughly analysing the benefits and 
risks, as well as the associated costs.

1.2. Human capital and location decisions in offshoring

In the economic theory, the concept and the measurement of human capital was 
most often formulated and developed based on the labour market models in 
which the wage competition mechanism determined the adjustment of demand 
and supply. The basic differences in understanding economic aspects of man 
in economic thought concerned the subject and object of analysis. According 
to the views of Smith, Say and List, human capital is identified with skills, 
knowledge, health and acquired human abilities (Smith, 1998; Say, 1826; as cited 
in Hollander, 2017; Roussakis, 1968; as cited in Khaykin et al., 2020). In turn, 
according to Petty, Walras, Marschall and von Thunen human being is a form 
of capital the value of which can be estimated (Petty, 1690; Marschall, 1930; as 
cited in Czajkowski, 2012; Thunen, 1875; Walras, 1954; as cited in Kiker, 1996). 
Despite the common agreement of classical and neoclassical economists as to 
the need for investment in human capital, the foundations of modern theory 
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of human capital were formulated in the 1960s by Schultz (1961) and Becker 
(2002). According to Schultz (1961), human capital consists of knowledge, skills 
and competences innate or acquired by employees working in the organization. 

Becker (2002) included an additional dimension in this theory in terms of 
individual health. By this concept he understood the health and well-being 
of people (Becker, 2002). Other authors attempting to define human capital were 
Bontis, Dragonetti, Jacobsen and Roos (1999). They define human capital as 

the human factor in the organization, the combined intelligence, skills and expertise 
that gives the organization its distinctive character. The human elements of the or-
ganization are those that are capable of learning, changing, innovating and providing 
the creative thrust which, if properly motivated, can ensure the long-term survival 
of the organization (Bontis et al., 1999; as cited in  Armstrong, 2006).

However, Dess and Picken (1999) believe that human capital is made up of 
employees’ abilities, skills and experience. Components of human capital are 
important for a particular task. It is also possible to increase these resources 
through individual learning (Dess & Picken, 1999; as cited in Stiles & Kulvi-
saechana, 2003). Thomas, Smith and Diez (2013) have a similar approach to 
the definition of human capital as Bontis et al. (1999). According to them, human 
capital is the efficiency and potential of people in the organization. The potential 
of employees to develop skills and competences in the long term is treated as 
human potential (Thomas et al., 2013).

The changes taking place in the modern economy, especially regarding 
the transition from a goods-based economy to a services-based economy, con-
tribute to a decrease in the importance of hard skills and an increase in the im-
portance of soft skills (Becker, 2002; Heckman & Rubinstein, 2001; Streeck, 2011; 
Armstrong, 2006; Kuruvilla & Ranganathan, 2010).

Organisation for Economic Co-operation and Development (OECD) defines 
skills as: “Skills is used to designate an ability to perform complex motor and/or 
cognitive acts with ease, precision, and adaptability to changing conditions, while 
the term competence designates a complex action system encompassing cognitive 
skills, attitudes and other noncognitive components” (OECD, 2002, p. 3). Becker 
divides skills into general and specific skills, while Acemoglu and Pischke (1999) 
believe that many of these skills are industry-specific. That is why Estevez-Abe 
et al. (2001), based on Becker’s theory, distinguished general, industry and specific 
skills. In contrast, Heckman and Rubinstein (2001) believe that in the literature on 
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the subject, attention is paid to cognitive skills, and less importance is attached 
to noncognitive skills.

Streeck in his work (2011) showed the perception and division of skills de-
pending on the approach to labour economics (Anglo-American or German). 
He presented the history related to the definition of skills and its division into 
hard (academic skills) and soft (nonacademic skills) and their different mean-
ings depending on the approach to the labour economics. It also describes 
the perception of these skills by entrepreneurs in various economic systems 
and countries (Streeck, 2011).

According to Nealy (2005), soft skills are becoming increasingly important. 
They improve work efficiency, which is why entrepreneurs emphasize the de-
velopment of soft skills (Nealy, 2005). Technical skills are often developed in 
the education process and included in educational programs. However, according 
to Wellington (2005), there is a need to show students the importance of soft 
skills and the possibilities of using them before they start choosing the right 
business path. Technical (hard) skills are very important, but they are not 
enough to keep an employee in the company. This is particularly noticeable 
in enterprises competing with other companies for market position as well as 
reorganizing (Robles, 2012).

Soft skills include interpersonal, communication and social skills. In the sub-
ject literature one can also find other names for noncognitive skills – they are 
called emotional or nonacademic skills. These skills can specify competencies 
or attitudes and personal characteristics. It is more and more often said that 
soft skills allow for effective cooperation with others as well as achieving high 
results and pursuing set goals. That is why enterprises are increasingly looking 
for candidates with soft skills on the labour market. In recent years, many 
studies have been conducted analysing the importance of hard and soft skills 
in the labour market (Becker, 2002; Heckman & Rubinstein, 2001; Streeck, 2011; 
Armstrong, 2006; Kuruvilla & Ranganathan, 2010). These studies show that soft 
skills, which also affect higher earnings, are becoming increasingly important 
(Wilterdink, 2018).

Noncognitive skills include behaviour, thinking, attitude, social skills and 
learning (CIPD, 2017). Technical skills (otherwise known as practical skills) in-
clude what an employee can do. Very often they are identified with experience or 
abilities gained from the implementation of a task (Butkiewicz-Schodowska, 2015).

Hard skills do not change depending on the circumstances or the company 
the person is in. However, with soft skills they should be adapted to the com-
pany’s culture. In the case of soft skills, there is no universal method to learn 
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them. These are the individual character traits of a given candidate, difficult to 
obtain and improve, but they should be supplemented with hard skills (Hard 
Skills, n.d.). Many studies show that soft skills contribute to the long-term 
success of enterprises. Therefore, these skills are increasingly being taken into 
account (Robles, 2012). 

Enterprises choosing the location for their branch make a strategic decision 
that allows them to improve their competitive position, efficiency or effective-
ness. However, the wrong choice of location carries a risk. For example, it may 
turn out that transport costs are higher than assumed. There is a risk of losing 
qualified workforce or the possibility of excessive administrative procedures in 
a given location. Therefore, before making a site selection, a thorough comparative 
analysis of selected locations should be made. Each of the locations considered 
has its pros and cons, and by analysing the strengths and weaknesses of each 
location, you can choose the one that limits the risk (Vestring et al., 2005). When 
choosing a location, various location factors are taken into account. The costs 
and access to resources, including qualified workforce, are some of the analysed 
factors. Enterprises give off a wide range of tasks outside their home country.

Managers deciding on the specific location of their tasks should assess 
the investment attractiveness of various geographical locations. That is why 
it is so important to determine what influences the investment attractiveness 
and location of branches in a given place. According to Jensen and Pedersen 
(2010), the most important factors attracting foreign investors are labour costs, 
resource availability, cultural similarity or the business environment and local 
networks. They also point out that various location factors affect the transfer 
of tasks depending on how the nature of the business matches the benefits of 
the location. Examples include Asian or Central and Eastern European countries, 
where cheap and yet highly qualified workforce is available.

Internationalization of the enterprise overcomes the limitation in access to 
resources regardless of its size. It reduces the additional costs associated with 
expansion of the business. By transferring some functions abroad, the company 
gains the opportunity to appear on the international market and present its prod-
ucts. Costs are the most important factors influencing location selection (String-
fellow et al., 2008), but research is increasingly paying attention to the growing 
importance of human and technological resources availability (Lewin & Peeters, 
2006; Luzzini & Ronchi, 2010; Jensen & Pedersen, 2010).

Many authors believe that not only the quantity but also the quality of available 
human resources and the ability to use their talents are important (Doh, 2005; 
Roza et al., 2011; Bunyaratavej et al., 2008). Increasingly, during the recruitment 
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process, candidates are also assessed for their soft skills, such as communication, 
teamwork, leadership, problem solving and self-organization (Deming, 2015). 
Digital skills (hard, technical) – computer or software usage – are also very 
important skills (OECD, 2016).

Graf and Mudambi (2005) included human capital in their location decision 
model for offshoring services. Many authors believed that other factors influence 
decisions when transferring services than in the case of transfer of production. 
With services, knowledge and information flow are more important than physical 
capital. Services can be more easily transferred than production, if we compare 
one with the other, and the main factor differentiating locations is the skills of 
employees (Graf & Mudambi, 2005; Bouquet et al., 2004).

Bouquet and others (2004) believe that many services that are labour in-
tensive or based on human capital depend on skills, education or specialized 
knowledge. Enterprises can reduce the risk by raising employee qualifications. 
The above authors also showed in their study that human capital varies depending 
on the place, and this affects the choice of the right strategy for entering a new 
market and the distribution of jobseekers in other countries (migrant workers) 
(Bouquet et al., 2004).

According to Musteen and Ahsan (2013), intellectual capital, consisting of 
human, organizational and social capital, was the driving force behind offshoring 
for young companies. The use of this capital also translates into the development 
of innovation in these companies (Musteen & Ahsan, 2013). Also, Contractor 
(2008) in his article drew attention to the importance of human capital and its 
impact on the export of goods and services.

Based on the literature review, it can be seen that the selection of locations 
made by offshoring companies is influenced by a number of factors in the desti-
nation country and the specifics of the company’s operations. Due to the nature of 
operations of enterprises from the BPO/SSC sector, human capital is an important 
factor determining location. Given the division of human skills into soft skill 
and hard skills, the following research hypothesis was formulated: “Soft skills 
have a greater impact on the location decisions of companies from the Business 
Process Outsourcing and Shared Service Centre sector than hard skills.”

2. Methodology

The survey covered economic entities meeting the following criteria: 1) it had 
to be located in Poland; 2) it had at least 50% share of foreign capital in its share 
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capital; 3) it operated in the BPO/SSC sector. The study adopted a broad definition 
of the industry, including the activities of shared service centers (SSCs), enterprises 
providing business process outsourcing and offshoring services (BPO), IT outsourc-
ing/offshoring (ITO) and research and development centers (R&D). Additionally, 
a survey aiming at foreign investors whose centers operate in Poland was conducted.

The collection of empirical data was based on an extensive study developed 
in accordance with research stages model. It assumes four stages of research: 
1) defining the research problem; 2) formulation of the problem; 3) problem 
analysis; 4) preparation and carrying out of research (Skarbek, 2013). An im-
portant stage of this research was directing an online survey to the management 
of service centers located in Poland. Quantitative research was carried out in 
2016–2017 among the selected target group, which consisted of companies having 
their service centers in Poland and being foreign investors. Information about 
enterprises operating in this sector was taken from industry reports and from 
EMIS Intelligence. In total, 461 enterprises with their service centers in Poland 
that were foreign investors were identified.

The research instrument was a questionnaire containing questions regarding, 
among others: location factors, cooperation between other enterprises from 
the same sector with local government units and scientific and research units. 
The questionnaire was answered by the highest-level management staff due to 
their knowledge of location factors affecting the location of the branch. Selected 
companies were invited to participate in the research electronically and through 
the company’s account on social media profiles.

One of the questionnaire questions concerned the assessment of the skills of 
university graduates working in a given location. It was decided that soft skills 
include: the ability to work with clients – AWC, the ability to organize work well – 
AOW, the ability to solve problems – ASP, the ability to think analytically – ATA, 
and the ability to work in a group – AWG. Hard skills included: level of foreign 
languages – FL, professional qualifications – PQ, and basic software usage – 
BSU. Respondents assessed whether the skills of potential employees meet their 
requirements on a scale of 1 to 5, where: 1 meant – definitely not, 3 – neutral, 
5 – definitely yes. In the next question, the respondents were asked to specify on 
a scale from 1 to 10 (where: 1 is the lowest rating, 10 – the highest rating) to what 
extent they would recommend the city in which the branch of the company is 
located as a good place to do business for other offshoring companies.

In order to determine the impact of employees’ skills on the offshoring 
company’s location decisions, a research procedure was used which included 
the following stages:



2/2022    Przegląd Prawno-Ekonomiczny 67

1. Reducing the number of variables characterizing employees’ soft and hard 
skills by applying the principal component analysis.

2. Using the  linear regression model to determine the  impact of new variables 
describing employee skills on the tendency of offshoring companies to recom-
mend a given city to other offshoring companies looking for a new location.
The principal component analysis used in the first stage of the research 

process involves the transformation of primary variables into new mutually 
orthogonal variables, the so-called principal components (Gatnar & Walesiak, 
2004). In the matrix notation, the principal component analysis takes the form 
of a system of equations:

where: 
Z – matrix of standardized primary variables, 
B – matrix of coefficients of principal components, 
S – matrix of principal components, 
T – transposition sign.

The determined values on the principal components formed the basis for es-
timating the parameters of the linear regression model, where the dependent 
variable was the tendency of offshoring companies to recommend a given city to 
other offshoring companies looking for a new location – PP, while independent 
variables describe soft skills – SS and hard skills – HS. The model takes the fol-
lowing form:

where: 
X – vector of control variables.

3. Empirical results and discussion

The questionnaire was completed by 58 respondents representing investors from 
13 countries. Enterprises whose parent units are located in the USA or Germany 
constituted the largest share (Figure 2).

𝑍𝑍𝑇𝑇 = 𝐵𝐵𝑆𝑆𝑇𝑇 

𝑆𝑆 = 𝐵𝐵𝑇𝑇𝑍𝑍  

 

where:  

Z – matrix of standardized primary variables,  

B – matrix of coefficients of principal components,  

S – matrix of principal components,  

T – transposition sign. 

 

The determined values on the principal components formed the basis for estimating the 

parameters of the linear regression model, where the dependent variable was the tendency of 

offshoring companies to recommend a given city to other offshoring companies looking for a 

new location – PP, while independent variables describe soft skills – SS and hard skills – HS. 

The model takes the following form: 

 

𝑃𝑃𝑃𝑃𝑖𝑖 = 𝛼𝛼0 + 𝛼𝛼1𝑆𝑆𝑆𝑆𝑖𝑖 + 𝛼𝛼2𝐻𝐻𝑆𝑆𝑖𝑖 + 𝛾𝛾𝑋𝑋𝑖𝑖 + 𝜀𝜀𝑖𝑖 
 

where:  

X – vector of control variables. 

 

3. EMPIRICAL RESULTS AND DISCUSSION 

 

The questionnaire was completed by 58 respondents representing investors from 13 

countries. Enterprises whose parent units are located in the USA or Germany constituted the 

largest share (Figure 2). 

 

 

 

 

 

 

 

 

 

𝑍𝑍𝑇𝑇 = 𝐵𝐵𝑆𝑆𝑇𝑇 

𝑆𝑆 = 𝐵𝐵𝑇𝑇𝑍𝑍  

 

where:  

Z – matrix of standardized primary variables,  

B – matrix of coefficients of principal components,  

S – matrix of principal components,  

T – transposition sign. 

 

The determined values on the principal components formed the basis for estimating the 

parameters of the linear regression model, where the dependent variable was the tendency of 

offshoring companies to recommend a given city to other offshoring companies looking for a 

new location – PP, while independent variables describe soft skills – SS and hard skills – HS. 

The model takes the following form: 

 

𝑃𝑃𝑃𝑃𝑖𝑖 = 𝛼𝛼0 + 𝛼𝛼1𝑆𝑆𝑆𝑆𝑖𝑖 + 𝛼𝛼2𝐻𝐻𝑆𝑆𝑖𝑖 + 𝛾𝛾𝑋𝑋𝑖𝑖 + 𝜀𝜀𝑖𝑖 
 

where:  

X – vector of control variables. 

 

3. EMPIRICAL RESULTS AND DISCUSSION 

 

The questionnaire was completed by 58 respondents representing investors from 13 

countries. Enterprises whose parent units are located in the USA or Germany constituted the 

largest share (Figure 2). 

 

 

 

 

 

 

 

 

 



Przegląd Prawno-Ekonomiczny     2/202268

Figure 2. Location of respondents parent unit

Source: Authors’ results.

Among the surveyed enterprises, the majority (47%) were large enterprises 
employing over 250 employees. The next group was medium-sized enterprises 
that employ from 50 to 249 employees constituting 41% of the surveyed com-
panies. Five and seven percent were respectively micro and small enterprises. 
In the group of enterprises surveyed, the dominant part (almost 34%) were 
enterprises operating for 3 to 5 years. A similar group in terms of numbers were 
enterprises operating for 6 to 10 years (32%). On the other hand, enterprises 
operating for over 10 years accounted for around 24%. The least numerous group 
were enterprises operating in a given location for up to 2 years.

The sample surveyed was definitely dominated by enterprises with the type of 
activity of an external customer service center (BPO) – about 41% of responses. 
Also a large group of enterprises represented the type of IT outsourcing (ITO) – 
around 39%, and the response of the shared services center (SSC) – around 32%. 
R&D centers were represented among the surveyed enterprises slightly less – 
nearly 9%, while the remaining answers accounted for around 27%.

The surveyed group of enterprises in 58% provided commercial services, 
i.e., for external business entities. Enterprises implementing processes for their 
parent unit or its branches constituted about 19% of the surveyed enterprises. 
The other centers (around 24%) carried out their processes in a hybrid system, 
i.e., for the parent unit and its branches and commercially. In terms of services 
provided, IT services predominate in the centers surveyed (about 66%). Other 
responses indicated were finance and accounting (around 44%) as well as cus-
tomer service (around 24%) and human resource management (around 20%). 
Research and development services as well as marketing were also represented 
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by the surveyed enterprises – about 10%. The least numerous group in the survey 
were enterprises providing other services, below 10%.

In the study, hard skills such as knowledge of foreign languages, professional 
qualifications and the ability to use basic software were included in the skills that 
can be acquired. On the other hand, the remaining skills were classified as soft skills, 
which are personal attributes of an individual and distinguish them from other people.

The calculated arithmetic averages of indications for individual variables 
show that the level of hard skills possessed by university graduates corresponds 
to the highest degree with the expectations of offshoring companies. On the other 
hand, one can observe a gap between the expectations of offshoring companies 
regarding the soft skills of employees and their actual level held by university 
graduates. This situation may indicate a low level of soft skills training by uni-
versities in their educational programs. In such a situation, universities should 
change the way of both teaching and learning, especially when it comes to such 
abilities as communication, teamwork, analytical thinking, professional and ethical 
approach to work. These skills would increase the competitiveness of graduates 
on the labour market.

Based on the carried-out survey, it can be seen that entrepreneurs rated hard 
skills well. Hard skills are acquired and are necessary for the implementation 
of services (Figure 3). In contrast, soft skills were rated at an average of less 
than 3. This indicates low skills among employees. Increasingly, however, soft 
skills affect location selection. If a given graduate has the ability to learn, then 
the hard skills that he acquired at school or university lose their importance. 
That is why it is imperative for the universities to teach the students not only 
specific information but also how to learn new things.

Figure 3. Average assessment of skills achieved by graduates

Source: Authors’ results.
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Interpersonal skills, especially those related to communicating in a group 
or talking to clients, are becoming increasingly important. This affects the rela-
tionships in the group, which in turn influences teamwork. Technological de-
velopment affects the computerization of most of the work, which also increases 
the importance of soft skills.

Other important elements are problem solving and analytical thinking. In-
creasingly, scientists point out that people with underdeveloped soft skills can 
learn them. A very important element affecting the development of soft skills 
are odd jobs/internships/apprenticeships, where a student must learn to cope 
in the work environment. Students taking up full-time studies also learn to 
manage their time and effectively combine their professional and school duties.

In accordance with the adopted research procedure, in the first step the number 
of input variables describing the skill level of university graduates was reduced to two 
variables/components representing soft skills and hard skills. These two components 
had eigenvalues higher than 1 and they met the eigenvalue one criterion of compo-
nent selection. In our analysis, the first two components explained 76% of the total 
variance. Due to low values of loadings (below 0.40) we decided to remove the AWC 
and PQ variables from the analyses. Consequently, for all other variables loadings 
ranged from 0.47 to 0.87. The first component had positive loadings on the AOW, 
ASP, ATA, AWG variables. As such, it represented soft skills. The second component, 
representing hard skills, had positive loadings on the FL and BSU variables. 

The results of the linear regression estimation showing the relationship between 
the level of soft skills and hard skills of employees and the tendency to recommend 
a given location by offshoring companies is presented in Table 1. The control variables 
in our model included the firm’s size and the firm’s age. We used dummy variables 
for small – S, medium-sized – MS and large – L firms respectively. These dummies 
allowed us to directly compare small, medium-sized and large firms relative to 
micro – M firms. In the case of the firm’s age we also employed dummies for infant – 
I (operating below 2 years), young – Y (operating between 3 and 5 years) and mid 
age – MA (operating between 6 and 10 years) firms respectively. The reference group 
included older – O (operating above 10 years) firms.

Table 1. Estimation of model parameters

Variable Coefficient Standard deviation t P>|t|
SS   0.20 0.10    2.04 0.05
HS   0.12 0.17   -0.71 0.48
S   0.14 0.81     0.17 0.86
MS   0.36 0.61     0.59 0.56
L   1.64 0.63     2.59 0.01
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I   0.74 0.69     1.07 0.29
Y   0.56 0.46     1.23 0.22
MA -1.01 0.47   -2.15 0.04
Constant   6.93 0.61    11.43 0.00

F(8.49) = 2.46 (p<0.05); R2 = 0.29
Source: Authors’ results.

In accordance with the obtained results, soft skills have a positive and sig-
nificant (p<0.05) impact on the tendency of offshoring companies to recom-
mend a given location as a place of business to other offshoring companies. In 
the case of hard skills, this impact turned out to be insignificant. This may be 
related to the high assessment of hard skills by the surveyed enterprises and 
treating possession of these skills as a necessary condition, but not sufficient to 
recommend a given location to offshoring companies. It is worth noting that 
soft skills are the individual characteristics of each employee. They can influence 
the strengthening of mutual interaction of individuals and their work (Hendar-
man & Tjakraatmadja, 2012). Soft skills are subjective and depend on people. 
They are difficult to estimate because they relate to interaction with other peo-
ple. Examples of soft skills include communication skills, motivation, problem 
solving skills, teamwork and time management skills. Increasingly, employers 
are looking for candidates with both hard and soft skills. Team communication 
skills are particularly important when implementing team projects (Hard Skills 
vs. Soft Skills: What’s the Difference?, n.d.). As regards the control variables, it 
appeared that the large firms were more willing to recommend a given location 
than the micro firms. On the other hand, the older firms were more likely to 
recommend a given location than the mid age firms.

Conclusions

As part of offshoring, various functions are performed. Therefore, employers are 
looking for a workforce with different skills. An example is the Call Center, in 
which very diverse functions are implemented, involving low-skilled workers. In 
the implementation of basic customer service, where there is direct contact with 
customers, knowledge of a foreign language and communication skills are re-
quired. Another example is the implementation of simple accounting services, in 
which basic forms are processed (e.g., in insurance and taxes). Candidates are not 
required to know English or have higher education. New services are emerging, 
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in which the workforce performs various functions. Therefore, the requirements 
for the skills of the candidate depend on the nature of the services provided.

The situation is different when the company provides services that require 
high qualifications. An example of this is financial data analysis, where special-
ized financial/accounting knowledge is required. In the case of outsourcing of 
knowledge processes (conducting training or specialized courses), specialist 
skills are required, e.g., language experts or IT graduates. In the implementation 
of highly complex processes, most employees have post-graduate and/or higher 
education (Kuruvilla & Ranganathan, 2010).

The success of a company is based on the human capital. In the current eco-
nomic situation there is very high competition between companies, including 
in the field of access to knowledge (qualified employees) (Araújo & Pestana, 
2017). When choosing the right employees, managers should be guided by their 
use of the right skills and not focus on short-term savings (Kurdia et al., 2011). 
In enterprises, you can meet human capital management as well as its compe-
tences. McClelland (1973) believes that the job candidate should be assessed in 
terms of his competence and skills, and not on the basis of psychometric tests 
(assessment of the candidate’s knowledge).

The obtained results confirmed the research hypothesis and constitute 
the starting point for formulating recommendations for graduates’ competence 
profile on the labour market. Colleges and universities should reflect on their 
educational programs and on ways of activating students, e.g., by making them 
perform various managerial functions. One of the methods that could help 
improve soft skills could be working on projects, case studies, presentations or 
other tasks that would allow the development of communication skills, group 
collaboration or analytical thinking, to name just a few. Participation in ap-
prenticeships or internships allows students to develop communication skills, 
adapt to changing working environment conditions, solve problems and think 
analytically. A good solution would be cooperation with interested entrepreneurs 
in order to adapt educational programs to their requirements. Thanks to such 
cooperation, the university is able to respond quickly to the needs of the industry 
and to the requirements of local or global markets.

The present study allows for a better understanding of the relationship be-
tween workforce skills and location decisions of companies from the BPO/SSC 
sector. Going beyond the common approach, we considered two kinds of work-
force skills, i.e., soft skills and hard skills, in our analyses. However, the research 
suffers from some limitations. First of all, we focused solely on the BPO/SSC 
sectors, excluding other foreign business services sectors. Another limitation 
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relates to the spatial dimension of the study, since the sample only consists of 
companies operating in Poland. To overcome these limitations, future studies on 
determinants of location decisions of foreign business services centres should 
include entities from other sectors (e.g., R&D centers, KPO centers, HRO centers, 
LPO centers). Moreover, it would be worth extending the geographical scope of 
research to other countries from Central and Eastern Europe.
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Summary 
Human capital consists of knowledge, skills, and competences innate or acquired by 
employees working in the organization. This article deals with the issue of the effect of 
human capital on the location decisions of enterprises from the BPO/SSC sector. We 
focused on two main components of human capital, i.e., soft skills and hard skills, which 
are crucial location factors for the BPO/SSC enterprises. The research instrument was 
the questionnaire containing questions regarding location factors of enterprises from 
the BPO/SSC sector. The research sample consisted of 58 enterprises. The principal compo-
nent analysis and the linear regression were used to conduct analyses. Our findings show 
that only soft skills have the impact on the choice of location by offshoring companies.

Keywords: human capital, skills, outsourcing, offshoring, location of enterprises, Poland

Streszczenie
Kapitał ludzki składa się z wiedzy, umiejętności i kompetencji wrodzonych lub nabytych przez 
pracowników pracujących w organizacjach. W niniejszym artykule poruszono tematykę 
dotyczącą wpływu kapitału ludzkiego na decyzje lokalizacyjne przedsiębiorstw z sektora 
BPO/SSC. Autorzy w skupili się na dwóch głównych komponentach kapitału ludzkiego, 
tj. umiejętnościach miękkich i twardych, które są kluczowymi czynnikami lokalizacyjnymi dla 
przedsiębiorstw z sektora BPO/SSC. Instrumentem badawczym był kwestionariusz zawiera-
jący pytania dotyczące czynników lokalizacyjnych przedsiębiorstw z sektora BPO/SSC. Próba 
badawcza składała się z 58 przedsiębiorstw. Do przeprowadzenia analiz wykorzystano analizę 
głównych składników i regresję liniową. Z ustaleń autorów wynika, że tylko umiejętności 
miękkie mają wpływ na wybór lokalizacji przez firmy offshoringowe.

Słowa kluczowe: kapitał ludzki, umiejętności, outsourcing, offshoring, lokalizacja 
przedsiębiorstwa, Polska
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