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ABSTRACT 

 

 

Human capital is an asset to any organization and generally to the nation. Graduates with related skills 

and knowledge are mostly required by many industries globally. Due to robust expansion of various 

industries, there is a contionous need for accounting graduates in all sectors of the industries 

especially to the financial industries. Therefore, this study is conducted with an aim to explore the 

prospects of accounting graduates in a shared services company particularly in XAX Sdn. Bhd. The 

objective of the study is to explore what kind of knowledge and skills required from the graduates to 

serve the shared services industries besides exploring the requirement of the industry and the gaps that 

may exists. An interview was conducted with the Audit Manager using a semi structured interview 

questions. The response was then recorded and transcribed.  The results was analysed using a content 

analysis and were categorized into four dimensions; knowledge, skills, requirement and the gaps. The 

results shows that actuarial science is a very important knowledge to be equipped to the graduates 

besides other accounting knowledge whereas, analysing problems and communication skills are the 

most wanted skills required by the industry. It is also suggested that Higher Learning Institutions and 

the shared services industry to collaborate in offering the students for industial training placement for 

a better on job training to the graduates. Suprisingly, there are gaps in term of demographic, 

communication skills and acquring of new knowledge in actuarial and treasury especially to the 

current employed staff. 
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ABSTRAK 

 

 

Modal insan adalah aset kepada sesebuah organisasi dan negara amnya. Graduan yang mempunyai 

pengetahuan dan kemahiran berkaitan sangat diperlukan oleh pelbagai industri. Disebabkan oleh 

perkembangan kukuh menjangkaui pelbagai industri, terdapat keperluan yang berterusan bagi graduan 

perakaunan di semua sektor industri terutamanya kepada industri kewangan. Oleh itu, kajian ini 

dijalankan bertujuan untuk meneroka prospek graduan perakaunan di sebuah syarikat perkhidmatan 

perkongsian (SSC) terutamanya di XAX Sdn. Bhd. Objektif kajian ini adalah untuk menerokai apakah 
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pengetahuan dan kemahiran yang diperlukan daripada graduan untuk berkhidmat dalam industri 

perkhidmatan perkongsian selain meneroka keperluan industri dan jurang yang wujud di antara 

kehendak industri dan apa yang ditawarkan oleh Institusi Pengajian Tinggi (IPT). Satu sesi temuramah 

telah dijalankan dengan pihak Pengurus Audit menggunakan soalan temu bual separa struktur. 

Maklum balas kemudian dirakam dan ditranskripsikan.  Dapatan dari transkripsi dianalisis dengan 

menggunakan analisis kandungan (content analysis) dan telah dikategorikan mengikut empat dimensi 

kajian iaitu; pengetahuan, kemahiran, keperluan dan jurang. Keputusan menunjukkan bahawa Sains 

Aktuari adalah pengetahuan yang sangat penting untuk dilengkapkan kepada graduan selain 

pengetahuan perakaunan lain manakala, analisis masalah dan kemahiran komunikasi adalah 

kemahiran paling dikehendaki oleh industri. Adalah dicadangkan supaya IPT dan SSC bekerjasama 

dalam menawarkan pelajar penempatan bagi latihan industri agar pelajar mendapat pendedahan 

latihan dalam kerja yang lebih baik. Kajian ini juga mendapati terdapat jurang dari segi demografi, 

kemahiran komunikasi dan  permintaan kepada ilmu aktuari dan perbendaharaan terutamanya kepada 

kakitangan sedia ada.   

 

Kata kunci: Graduan Perakaunan, Industri Perkongsian Perkhidmatan, Pengetahuan dan Kemahiran 

 

 

INTRODUCTION 

The needs for accountants in conventional sectors is continuously in demand. A growing number of 

Shared Service Centres (SSCs) are being established in Malaysia and require senior candidates with 

specialised process knowledge who can have a positive impact on their growing operations. In order 

to retain and attract highly-skilled Accountants, SSC employers need to review their remuneration 

packages, create learning & development opportunities and offer internal transfers to other job 

functions and business operations (www.hays.com.my) 

The shared service industry is increasingly turning to the commercial arena to obtain the core finance 

skills required to move up the business value chain. By hiring more professionals with these skills 

SSCs can develop their technical financial processes and analytics functions. However, the industry is 

finding it challenging to attract high calibre talent as candidates perceive SSCs as ‘cost centres’ and 

don’t want to limit their career progression. (www.hays.com.my) 

 

 

OVERVIEW OF THE STUDY 
With expected growth of 10 to 15 per cent in the next five years, the local Shared Service Centre 

(SSC) or currently known as Global Business Service (GBS) industry has grown from centralising 

simple functions such as data entry, IT coding and payroll processing to more complex ones such as 

legal services, procurement, requisition, payment processing, financial reporting, human resources and 

business and market research for local, regional and global organisations (Rozana, 2017) 

SSCs has created more than 85,000 jobs, the industry still has problems sourcing and retaining 

suitable talent with the right qualifications and communication skills, right attitude and ability to think 

out of the box. The problem lies in the fact that the public still perceives GBS as an industry that has 

vague career progression. To address the talent gap, a number of initiatives have been put in place — 

not least academia-industry collaborations to develop industry-ready talents for the GBS sector and to 

highlight career prospects (Rozana, 2017). 

On the other hands, itt is the vision of the Malaysian Institute of Accountants (MIA) to promote the 

growth and prospects of professional accountants in business (PAIBs). This can be done by 

identifying opportunities in shared services industries.  
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SIGNIFICANCE OF THE STUDY 
The purpose of this study is to identify the career prospects of accounting graduates in shared services 

industry in Malaysia. This effort is hoped to equip ths graduates with the market needs of the industry. 

This is in line with the recommendation of Hala Tuju 3 issued by the Ministry of higher education in 

January 2016, which is to  equipped accounting graduates with the knowledge and soft skills, 

especially in meeting the needs of the labour market in the area of shared services. 

This study is conducted with an aim to explore the prospects of accounting graduates in a shared 

services company particularly in XAX Sdn. Bhd. The objective of the study is to explore what kind of 

knowledge and skills required from the graduates to serve the shared services industries besides 

exploring the requirement of the industry and the gaps that may exists. An interview was conducted 

with the Audit Manager using a semi structured interview questions. The response was then recorded 

and transcribed.  The results was analysed using a content analysis and were categorized into four 

dimensions; knowledge, skills, requirement and the gaps. 

 

 

OBJECTIVE OF THE STUDY 
The objectives of this study is to: 

1.  identify the distinct knowledge of accounting graduates that is critical to a shared service 

company. 

2.  explore the most wanted skills need in a shared service company. 

3.  explore the gap(s) thay may exists between the expectation of the shared service company and 

the higher learning institutions (HLI). 

  

 

LITERATURE REVIEW 
The whole past research obtained found, knowledge and skills is one of the main things that give 

emphasis by the employer (Krishnan, et al (2017), Abdullah, et al (2015), Talent Development Survey 

(2015), Mustapha, M.Z. (2005), Ahmad  & Mohd Rhouse  (2016), Abdul Rashid et al (2011), Ali, et 

al (2011), Mohamad & Othman (2001), Aman & Ramly (2015), Foong  & Khoo, (2015) and Aman & 

Asmui (2012). According to Senik, et al (2013) accounting graduates need to equip themselves with 

knowledge and skills in particular needs to technological knowledge and skills related to accounting, 

taxation and auditing. Education institutions should take inisitaif together with potential employers or 

industry to address the gap that exists between the needs of the industry with what needs to be 

provided by the educational institution to the graduates. 

According to Khan (2015), it is the need for human resources in Islamic banking given knowledge and 

skill training of Sharia banking, in addition to implement Islamic values in ethical practices so that 

banking services excellence can be given to the customer. 

While in the other study, Aminah et al (2013), Yusof et al (2007), Jaafar (2003), Awang et al (2004) 

find skills is a key emphasis by employers against prospective employees or graduates. Compared 

with Othman & Ameer (2015) and Sarea & Hanefah (2013) said knowledge is the main factor for the 

employer in Islamic financial institutions.  
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However, the main gap identified by Makhbul et al (2015) and Ismail (2012) for graduates by 

employers is interpersonal, communication skills, ethics and values, thinking, decision making skills 

and solutions problems in addition to the skills of teamwork and planning work. 

Based on the discussion above, it can be concluded that there is a gap that exists between the needs of 

employers in the market with the knowledge and skills possessed by graduates or prospective existing 

workers. Different institutions require a graduate or prospective employees with different knowledge 

and skills. Therefore, it is the need for the higher learning Institutions (HLI) collaborated with Shared 

Service Centre (SSCs) to identify what knowledge and skills need to be updated by graduates to 

reduce the gaps that exist so that graduates produced by the HLI, in line with market expectations. 

 

 

METHODOLOGY 

Shared Services Centres (SSC) 

A shared service is an accountable entity within a multi-unit organization tasked with supplying the 

business unit, respective divisions and departments with specialized services (finance, HR 

transactions, IT services, facilities, logistics, sales transactions) on the basis of a service level 

agreement (SLA) with a costs charge out on basis of some type and system of transfer price. Shared 

service centers are deployed; to reduce costs of decentralization, to increase the quality and 

professionalism of support processes for the business; to increase cost flexibility for supporting 

services or to create a higher degree of strategic flexibility. 

It is reported that cost reductions of costs of services organized in shared service center are as high as 

70% of the original costs, but average about 50%. Shared service centers are not to be confused with 

corporate staff departments. Different from staff departments, shared service centers have measurable 

outputs (by quantity and quality), with costs per unit of service provided. Tasks not organized in 

shared service centers include corporate control, corporate legal, management development policy, IT-

governance and other support typical for the statutory duties of the executive board. Many 

organizations in private and public sectors use a competency-based training course to identify and fill 

skill gaps. 

 

Company Overview 

XAX Sdn Bhd was founded in 2003. The Company's line of business includes developing or 

modifying computer software and packaging.With over 160 years of experience and international 

presence, XAX is one of the largest retail financial solutions companies in the world. Powered by 

People and Technology, XAX is the regional IT development and shared services hub for the XAX 

Group of Life Companies in the Asia Pacific region. Our vision is to deliver service excellence to our 

customers and clients through innovative technology. Growing rapidly, we are looking for people who 

share the same passion and determination as we do to bring service and technology to the forefront of 

the businesses we are in today.  

 

 

Methodology 

A set of semi-structured interview question that contains four parts are available to the objectives of 

this study. An appointment was set to conduct an interview session with the incharged managers on an 

agreed date, time and place. Before the interview session, the interview questions was emailed to the 

respondent so that he will have some insight on the scope of the study. This is to enable the 

respondent to provide his views relating to four dimensions of this study which is related to: 

1.  Knowledge of the graduates. 

https://en.wikipedia.org/wiki/Human_resources
https://en.wikipedia.org/wiki/Human_resources
https://en.wikipedia.org/wiki/Logistics
https://en.wikipedia.org/wiki/Service_level_agreement
https://en.wikipedia.org/wiki/Service_level_agreement
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2.  Skills of the graduates. 

3.  The gap(s) that may exist between the expectation of the industry and the HLI. 

4.  Requirements relating to knowledge, soft skills and other skills to be given emphasis by the HLI 

of a Bachelor of Accounting in an effort to produce graduates competitive in the market 

especially in the Shared Services Centre (SSC). 

The interview conducted with the respeondent was recorded using the voice recorder and the 

recording was then transcribed manually. 

 

 

FINDINGS 
Analysis of the findings is divided according to the four dimensions of the study i.e. knowledge, skills, 

gap(s) and needs. Here are the findings obtained: 

 

Knowledge 

Based on the analysis on the content analysis, the respondent believe that the knowledge on actuarial 

science and treasury is critically important to SSC besides the basic knowledge of accounting and 

reporting. According to the respondent, currently not many talent has a good knowledge of actuary 

and he would suggest this should be taught either as a core subject or elective subject in HLI. In fact 

according to him, very few Muslim talents who posses this knowledge as compared to the non 

Muslims especially the chinese. 

 

 

Skills 

Skills that need to be owned by the graduates on the other hand is divided into two main skills 

technical skills and soft skills (Yee, Kui & Wei, 2015; Tempone et al., 2012; Jackling & Lange, 

2009). Technical skill is the skill related to the accounting profession itself, such as knowledge and 

skills of applying the accounting standards, skills to analyze and solve problems as well as the skills to 

use the software and computerised accounting system. While on the other hand refers to soft skills 

skills such as self employed in groups, leadership, communication and writing in English, time 

management, integrity and personality as well as the ability to adapt to the working life. 

Based on the experience of the respondent, he believe that critical problem solving skills and both oral 

and written communication skills in English is the most needed skills required from the graduates. 

This is particularly crucial if you are involve in auditing work or such positions and you need to 

directly communicate with the various region head of centre on the outcomes of your tasks. Therefore, 

it is very important to the graduates or potential talents to sharpen their communication skills and 

analytical skills to prepare themselves for this industry. 

 

 

Gap(s) 

From the interview conducted, it was found that there are few gaps that exists between the expecation 

of the industry and what have been provided by the HLI. The industry are expecting the graduates 

would be able to apply the knowledge on the subject matter suitable with the real situations. The 

graduates or staff should be able to prepare a report that could add values and would be able to give 

impact for decision making. Therefore, the report should be meaningful and critical to the business 

owner or decision makers not just a report. 
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Another gap is the demographic gaps on the holding positions. Most of high position (senior 

management and middle management) in the board are hold by the non Muslims. This could be due to 

the barrier in knolwledge and skills as discuss earlier. 

The other gap is knowledge in actuarial science which is very critical to the industry. The shortage of 

actuary is actually an advantage to the HLI so that they can equip the students with this knowldege to 

fill up the market demand. 

 

Requirements 

Based on feedback of the respondents, this requirement can be divided into two parts. That is to say 

the need for accounting graduates and the needs of the higher education institutions (HLIs). Need for 

accounting graduates refers to the knowledge and skills to be dominated by the graduates. While the 

need to HLI is more on the need for improvements to the curriculum offered by the institutions. 

Therefore, a collaboration between SSC and HLI is necessary especially in relation to industrial 

training placement to the final year students. The training is a very good ground for the students to get 

exposed with the hand on training in the industry. Thus, preparing them for the labour market of the 

industry. Besides that, SSC and HLI can also collaborate in research activities and other related 

activities.  

 

 

CONCLUSION 
In conclusion, actuarial science is the msot important knowledge that the graduate should prosper to 

prepare themselves for shared service industry besides the basic accounting and reporting knowledge. 

Whereas, analytical problem solving skills and communication skills is the most required skills by the 

SSCs. Due to the gaps in knowledge and skills of Muslim talents, most of high position are fill up by 

the non Muslim talents. To overcome this scenario, Muslims should be more alert on equpping 

themselves with the related knowledge and skills as demanded by the industry. A collaboration in 

term of on job training to final year students and collaborative research activities of both SSC and HLI 

is another platform for such effort to fill up the gaps between the labour market requirements and HLI 

expectations. It is the hope that this study will be able to contribute to the efforts in enhancing the 

number of talent or graduates to fill up the labour market especially in SSCs. In addition, this study 

can be used as basic information to the graduates in preparing themselves for labour market of various 

industry. On the other hand, it is hoped that this study will also benefit the HLI to work on improving 

their curriculum as an effort to produce effective academic programs in line with the labour  market 

needs.  
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