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Everest’s service provider profiles provide organizations 
with accurate, fact-based and comprehensive snapshots 
of individual service provider capabilities

Challenges involved in obtaining actionable 
service provider information
 Lack of reliable market data on service provider 

offerings and capabilities
 Rapidly evolving service provider capabilities
 Highly complex and time-consuming activity

Everest’s multi-layered service provider profiles 
provide in-depth information and actionable 
insights on outsourcing and offshoring service 
providers. Our profiles are used by:

Buyers

Service 
Providers

 Understand and evaluate service 
provider capabilities to make critical 
service provider-related decisions

 Monitor developments driving 
opportunity and risk to existing service 
provider portfolio

 Track market activity and trends
 Understand capabilities and 

significant developments at key 
competitors

Types of available service provider 
profiles

Function-specific profiles: Profiles 
of a service provider’s capabilities in 
a specific outsourcing function (e.g., 
IT, BPO, HRO)

Location-specific profiles: Profiles 
of a service provider’s capabilities in 
a specific delivery location (e.g., 
India, China, Philippines)

Corporate profiles: Profiles of 
overall service provider capabilities 
and information

Description of individual 
service provider profiles 

on subsequent pages

2

3
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Corporate service provider profiles provide information 
and insights on a number of capability-related 
dimensions

Key dimensions covered

Company description

Key financials

Leadership

Service offerings

Locations

Client base

Business segments

Quality certifications

Transactions activity

Credit rating

Market developments

Proprietary & Confidential. © 2008 Everest Global, Inc.

Corporate profile
Company A

Company description: Company A is a global management consulting, 
technology services, and outsourcing (both IT and BPO) service provider. The 
company offers its services and solutions to clients across various industries 
with a key focus on financial services and manufacturing
Key leaders: John Miller, Chairman & CEO, Susan Black, CFO, Peter Smith, 
COO, James Davis, Group Chief Executive (Outsourcing)
Headquarters: Dallas, TX, USA
Service delivery capability: Delivery centers across the globe including India, 
China, Mexico, Czech Republic, and USA
Major clients: Leading UK-based insurance firm, top-10 energy & utilities 
company, leading online retail firm

Service offerings/capabilities: Business process outsourcing, application 
outsourcing, infrastructure outsourcing, finance & accounting outsourcing, 
human resource outsourcing, procurement, consulting, supply chain 
management, customer relationship management
Market news
 Mar 2008: Company A acquires Company X, a application services 

provider based in USA
 Feb 2008: Company A makes changes to its management –

appoints a new COO, Managing Director – Global Delivery and 
Practice Head for HR Services

 Jan 2008: Company A sets up a 1,000 seat delivery center in Czech 
Republic. The new center will offer BPO services such as finance & 
accounting and contact center

 Jan 2008: Company A announces plans to increase its headcount in 
Philippines. The company currently has 500 people across 2 centers 
and now plans to increase this to 1,200 in the next 6 months

 Dec 2007: Company A announces a share repurchase program for 
1 million of its common shares

1 FY ends Dec 31
2 As on Dec 31, 2007

FY 2007 FY 2006 FY 2005
Revenues1 $20,000M $15,000M $10,000M
Operating margins 10.0% 10.1% 12.4%
Employees 100,000 80,000 75,000
Revenue services mix (2007): 35% ADM, 25% Infrastructure, 
40% BPO
Revenue vertical mix (2007): 20% Communications & high 
tech, 20 % financial services, 15% resources, 20% government, 
25% products 
Revenue geographical mix (2007): 40% EMEA, 40% 
Americas, 20% Asia Pacific
Key offshore locations: India (Bangalore, Chennai, 
Hyderabad, Mumbai, Pune), Hungary (Budapest), China (Dalian, 
Guangzhou, Shanghai), Philippines (Cebu, Manila, 
Mandaluyong City), Czech (Brno, Prague), Latvia (Riga), Brazil 
(Sao Paulo), Poland (Warsaw)

Quality certifications: CMM L5, CMMI, eSCM L5, BS 7799, 
SAS 70, COPC, ITIL, Six Sigma, ISO 27001 
Credit rating: B+/ Stable (S&P)
Recent transactions: 
 Feb 2008: Forbes 2000 financial services firm, 5 years, 

applications development & maintenance (ADM) contract 
 Dec 2007: Major telecommunications company, multi-

year, business process outsourcing (BPO) contract 
 Dec 2007: Major energy & utilities company, 7 years, 

finance & accounts outsourcing (FAO) contract
 Nov 2007: Global consumer packaged goods company, 

4.5 years, ADM contract

Last update: August, 2008

Summary 
corporate 
profile

Multi-page 
corporate 
profile
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SANITIZED EXAMPLE7.0
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40,000

47,500

65,000

FY 2005 FY 2006 FY 2007

Corporate profile
Company A: Company overview

Quality certifications: CMM L5, CMMI, eSCM L5, BS 
7799, SAS 70, COPC, ITIL, Six Sigma

Major clients: Leading UK-based insurance firm, top-10 
energy & utilities company, leading online retail firm

Credit rating: A- / Stable (S&P)

Company description: Company A is a global 
management consulting, technology services, and 
outsourcing (both IT and BPO) service provider. The 
company offers its services and solutions to clients 
across various industries with a key focus on financial 
services and manufacturing

Key leaders:
 John Miller, Chairman & CEO
 Susan Black, CFO
 Peter Smith, COO
 James Davis, Group Chief Executive (Outsourcing)

Headquarters: Dallas, TX, USA

Service delivery capability: Delivery centers across the 
globe including India, China, Mexico, Czech Republic, 
and USA

Web site: www.companya.com

Key financial parameters

3.5%

4%
3.7%

Revenue 
(US$ billions)
Employees
Operating 
margin 

Sources: Company financials; Everest Research Institute (2008)

25%

20%
35%

20%

BPO

Systems 
Integration

IT ADM
IT

Infrastructure

Service mix (2007) Key service offerings
 Business process 

outsourcing
 Application outsourcing
 IT infrastructure outsourcing
 Finance & accounting
 Human resource 

outsourcing
 Procurement
 Supply chain management
 Contact center
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25%

13%

7%

30%

14%

11%

40%
52%

8%

Corporate profile
Company A: Key business segments

Distribution of revenues by client geography 
2007; Percentage

Distribution of revenues by client vertical 
2007; Percentage

Asia Pacific
Financial 
services

100% = US$7,050 million 100% = US$7,050 million

Government

Energy & 
utilities

Retail & 
manufacturingAmericas

EMEA1

The Americas and EMEA both contribute to demand for services for Company A. Among 
services, financial services and telecom have the largest share of revenue

The Americas and EMEA both contribute to demand for services for Company A. Among 
services, financial services and telecom have the largest share of revenue

Telecom

Other

1 Europe, Middle East and Africa
Sources: Company financials; Everest Research Institute (2008)

SANITIZED EXAMPLE
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Corporate profile
Company A: Recent transactions and market news

Source: Everest Research Institute (2008)

Recent transactionsRecent transactions

 Feb 2008: Forbes 2000 financial services firm, 5 years, applications development & maintenance (ADM) contract 
 Dec 2007: Major telecommunications company, multi-year, business process outsourcing (BPO) contract 
 Dec 2007: Major energy & utilities company, 7 years, finance & accounts outsourcing (FAO) contract
 Nov 2007: Global consumer packaged goods company, 4.5 years, ADM contract
 Oct 2007: Leading global retailer, US$500 million, 9 years, BPO contract
 Aug 2007: Global real estate firm, US$700 million, 5 years, ADM contract
 Jun 2007: Leading financial services firm, US$30 million, 6 years, contact center (CC) contract
 Jun 2007: Large logistics and courier company, US$100 million, 7 years, infrastructure outsourcing (IO) contract

 Feb 2008: Forbes 2000 financial services firm, 5 years, applications development & maintenance (ADM) contract 
 Dec 2007: Major telecommunications company, multi-year, business process outsourcing (BPO) contract 
 Dec 2007: Major energy & utilities company, 7 years, finance & accounts outsourcing (FAO) contract
 Nov 2007: Global consumer packaged goods company, 4.5 years, ADM contract
 Oct 2007: Leading global retailer, US$500 million, 9 years, BPO contract
 Aug 2007: Global real estate firm, US$700 million, 5 years, ADM contract
 Jun 2007: Leading financial services firm, US$30 million, 6 years, contact center (CC) contract
 Jun 2007: Large logistics and courier company, US$100 million, 7 years, infrastructure outsourcing (IO) contract

Recent market newsRecent market news

 Mar 2008: Company A acquires Company X, a application services provider based in USA
 Feb 2008: Company A makes changes to its management – appoints a new COO, Managing Director – Global 

Delivery and Practice Head for HR Services
 Jan 2008: Company A sets up a 1,000 seat delivery center in Czech Republic. The new center will offer BPO 

services such as finance & accounting and contact center
 Jan 2008: Company A announces plans to increase its headcount in Philippines. The company currently has 500 

people across 2 centers and now plans to increase this to 1,200 in the next 6 months
 Dec 2007: Company A announces a share repurchase program for 1 million of its common shares
 Nov 2007: Peter Smith, current COO announces plans to retire on June 1, 2008
 Oct 2007: Company X, an IT services firm, and Company X announce a strategic partnership under which they will 

jointly develop new solutions for the small- and medium-business market

 Mar 2008: Company A acquires Company X, a application services provider based in USA
 Feb 2008: Company A makes changes to its management – appoints a new COO, Managing Director – Global 

Delivery and Practice Head for HR Services
 Jan 2008: Company A sets up a 1,000 seat delivery center in Czech Republic. The new center will offer BPO 

services such as finance & accounting and contact center
 Jan 2008: Company A announces plans to increase its headcount in Philippines. The company currently has 500 

people across 2 centers and now plans to increase this to 1,200 in the next 6 months
 Dec 2007: Company A announces a share repurchase program for 1 million of its common shares
 Nov 2007: Peter Smith, current COO announces plans to retire on June 1, 2008
 Oct 2007: Company X, an IT services firm, and Company X announce a strategic partnership under which they will 

jointly develop new solutions for the small- and medium-business market

SANITIZED EXAMPLE
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Corporate profile
Company A: Key delivery locations

Bangalore

Delhi

Shanghai

Budapest

Sao Paulo

Dalian

GuangzhouMumbai Pune
Mexico city

Monterrey

Prague

Cincinnati

Source: Everest Research Institute (2008)

San Antonio

Dallas

Company A has most of its offshore delivery presence in Asia (India and China). It is now 
looking at expanding its delivery network within Eastern Europe

SANITIZED EXAMPLE

1

Corporate profiles include a summarized one-page snapshot and a multi-page service provider profile. 
Access our library of profiles at: http://www.everestresearchinstitute.com/ServiceProviderDirectory

Partnerships and alliances

http://www.everestresearchinstitute.com/SupplierDirectory
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Function and location-specific service provider profiles 
are typically based on bottom-up, primary data and 
cover a large number of functions and countries

Key function-specific profiles available2

Function and location-specific profiles typically vary from between one to three pages. Additional 
types of customized service provider profiles can be created on request

NOT EXHAUSTIVEIT-consulting profile

Proprietary & Confidential. © 2008 Everest Global, Inc.
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SANITIZED EXAMPLE

Profile of China-based supplier
Company A

 Financial services
 Hi-tech
 Manufacturing
 Communications

Key verticals served

 US$40 millionRevenue (2007)

 North America
 Europe
 Asia Pacific

Key buyer geographies

 Custom application development
 Application maintenance and integration
 Automated testing and quality assurance (QA)
 Strategy and business consulting

Key service offerings

 Beijing
 Shanghai
 Shenzhen
 Tianjin

Delivery center 
locations
(in China)

 ~900Employees (2007)

DescriptionDimension

Founded in 2001, Company A is an IT services company that is headquartered in the United 
States but has its delivery network concentrated in China

Sources: Everest Research Institute (2008); supplier interactions

Proprietary & Confidential. © 2008 Everest Global, Inc.
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IT consulting profile
Company A: Key focus areas

 Insurance
 Manufacturing
 Retail and telecom

 Company A’s consulting practice focuses mainly on Insurance, 
followed by Manufacturing

 Cognizant has a dedicated analytics capability for the Retail 
vertical

Industry 

 North America
 India

 North America remains largest consumer of Company A’s IT 
consulting business with 80% of large customers from the United 
States; revenue growth in India has been significant

Geography

 ERP: SAP and Oracle
 CRM: Siebel, SAP, Pegasystems, among 

others
 BI/DW (multiple packages)

 ERP upgrades and extensions comprise large part of their ERP 
business

 Company A has an equal focus on SAP and Oracle; its Oracle 
practice is based on large historical partnership with PeopleSoft and 
JD Edwards

 Company A has set up multiple CoEs to incubate emerging and 
maturing technologies and packages (e.g., Siebel-Oracle CoE)

Packages

 Legacy modernization with strong focus on 
SOA

 Application rationalization
 “Information-to-insight” consulting

 SOA competency is spread across technology platforms like .Net, 
Java, etc.

 Company A invests in setting up CoEs for vertical-specific 
technologies (e.g., RFID in retail industry)

Technology
Solutions

 Main focus is Fortune 1000 clients  Company A focuses on medium and large F1000 clients and aims to 
serve the top 50 companies in each verticalBuyers 

 Key growth area is solution, e.g., 
application rationalization, legacy 
modernization, Web 2.0

 Company A will focus broadly on all of its consulting offerings and 
expects maximum revenue to be generated from the United States, 
followed by India

 Insurance vertical will continue to be the largest contributor to 
Company A’s consulting revenue

Key growth 
areas 

Primary focus Comments/description

Sources: Company interview; financial statements; company Web site

China-based IT profile

Order-to-Cash profile

Proprietary & Confidential. © 2008 Everest Global, Inc.
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SANITIZED EXAMPLE

Major O2C clients:
 Global top-10 Insurer
 Leading transport services company
 Global top-5 logistics and courier company
 World’s leading online travel company
 USA’s leading B2B media solutions company

O2C delivery locations:
 Pune (India)
 Delhi (India)
 Chennai (India)
 Prague (Czech Republic)
 Monterrey (Mexico)

Major investments in O2C space:
 Build deep domain capability in mature verticals 

(financial services, manufacturing), and invest in 
incubating new verticals 

 Has a dedicated training academy, which educates 
employees on delivering courses such as Accounts 
Payable, Accounts Receivable, General Ledger, etc.

 Integrate technology and processing capability and 
develop new proprietary work solutions 

Order-to-Cash (O2C) supplier profile
Company A (page 1 of 2)

Company profile: Company A is a global management 
consulting, technology services, and outsourcing (both IT 
and BPO) service provider. The company offers its 
services and solutions to clients across various industries 
with a key focus on financial services and manufacturing

Headquarters: New York, USA

Web site: www.companya.com

Key leaders:
 John Miller, Chairman & CEO
 Susan Black, CFO
 Peter Smith, COO
 James Davis, Group Chief Executive (Outsourcing)

2,100O2C employees

7,400FAO employees

65,000Total employees (2007)

US$7,050 millionOverall revenues (2007)

Source: Everest Research Institute (2008)

Proprietary & Confidential. © 2008 Everest Global, Inc.
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Established offering Nascent/emerging offering Not a focus area

Order-to-Cash (O2C) supplier profile
Company A (page 2 of 2)

Company A is starting to see traction from the “less than US$1 billion” and the “greater than US$10 billion”
buyer segment and is witnessing increased activity in Asia, Australia and Latin America

Breadth of O2C offering
Order management and billing

Analytics and reporting

Credit control, collections & debt management

Cash application & accounts receivable

Dispute and deduction management

Target industries
Manufacturing

Media & Entertainment

Travel & logistics

Retail & CPG

Energy & Utilities

BFSI

Telco

Target buyer segments

Less than US$1 billion

Greater than US$10 billion

US$5 billion-US$10 billion

US$1 billion-US$5 billion

Target geographies

USA

Asia & Australia

Rest of Europe

UK

Canada

Latin America

Source: Everest Research Institute (2008)

SANITIZED EXAMPLE

Finance & Accounting Outsourcing (FAO)

Human Resources Outsourcing (HRO)

Learning Services Outsourcing (LSO)

Information Technology (IT) consulting

Order-to-Cash (O2C)

Procure-to-Pay (P2P)

Procurement Outsourcing (PO)

Recruitment Process Outsourcing (RPO)

Key location-specific profiles available

China-based IT

Indian BPO

Philippines-based BPO

3
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24%

6%

52%

18%

IT consulting profile
Company A: IT consulting headcount snapshot

25%

7%

67%

IT consulting headcount
2007; Number

100% = YYYY

IT consulting headcount – breakdown by geography
2007; FTEs

100% = YYY

System 
integration

Package implementation
IT infrastructure, 

strategy and 
domain 

consulting

Analytics

ROW (1%)

North America

Europe

India

 Company A has a network of delivery centers in 
offshore and nearshore regions like India (Delhi, 
Kolkata, Mumbai, Bangalore, Hyderabad), China 
(Beijing), Mexico(Monterrey) 

 Company A has set up a major offshore base in India 
with more than two-thirds of its consulting headcount 
being based out of various Indian centers

 Company A’s system integration is the most mature 
practice employing more than half of its consulting 
workforce

 The vendor has a Business Consulting unit, which is 
a horizontally aligned team of consultants

IT consulting headcount snapshot

Sources: Company interview; financial statements; company Web site

EVEREST ESTIMATES

SANITIZED EXAMPLE
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IT consulting profile

Company A: IT consulting revenue snapshot

17%

82%

35%

5%

44%

16%

IT consulting revenue
2007; US$ million

100% = US$XXX million  Company A is a provider of information technology, consulting and 
business process outsourcing services for companies located in 
North America and Europe

 Key business lines: IT services including Web -centric applications, 
component -based development, application management, ERP, 
data warehousing, business intelligence, legacy and client -server 
systems, infrastructure services, testing services, industry -specific 
BPO

 Key financials (FY’ 07)
 Total revenue: US$YYYY million
 IT consulting revenue: US$XXX million
 Total headcount: ZZZ employees 

Company profile

 For Company A in most occasions, consulting acts as a foot -in -the-
door. It also often acts as transformational component within a 
larger outsourcing deal

 Company A usually targets large buyers (typically Fortune 1000); 
the company focuses on serving the banking, capital markets, and
insurance. Healthcare is among the top three verticals in three out 
of four consulting service lines

IT consulting revenue snapshot

IT consulting revenue –breakdown by geography
2007; US$ million

100% = US$XXX million

Europe

ROW (1%)

North America

System 
integration

Package
implementation

IT infrastructure, 
strategy & domain 

consulting

Analytics

Sources: Company interview; financial statements; company Web site

EVEREST ESTIMATES
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IT consulting profile

Company A: IT consulting revenue snapshot

17%

82%

35%

5%

44%

16%

IT consulting revenue
2007; US$ million

100% = US$XXX million  Company A is a provider of information technology, consulting and 
business process outsourcing services for companies located in 
North America and Europe

 Key business lines: IT services including Web -centric applications, 
component -based development, application management, ERP, 
data warehousing, business intelligence, legacy and client -server 
systems, infrastructure services, testing services, industry -specific 
BPO

 Key financials (FY’ 07)
 Total revenue: US$YYYY million
 IT consulting revenue: US$XXX million
 Total headcount: ZZZ employees 

Company profile

 For Company A in most occasions, consulting acts as a foot -in -the-
door. It also often acts as transformational component within a 
larger outsourcing deal

 Company A usually targets large buyers (typically Fortune 1000); 
the company focuses on serving the banking, capital markets, and
insurance. Healthcare is among the top three verticals in three out 
of four consulting service lines

IT consulting revenue snapshot

IT consulting revenue –breakdown by geography
2007; US$ million

100% = US$XXX million

Europe

ROW (1%)

North America

System 
integration

Package
implementation

IT infrastructure, 
strategy & domain 

consulting

Analytics

Sources: Company interview; financial statements; company Web site

EVEREST ESTIMATES

SANITIZED EXAMPLE

Note: Not all service provider profiles are available online

Multi-Country Payroll Outsourcing (MCPO)

http://www.everestresearchinstitute.com/FASuppliers
http://www.everestresearchinstitute.com/HRSuppliers
http://www.everestresearchinstitute.com/HRSuppliers
http://www.everestresearchinstitute.com/ADMSuppliers
http://www.everestresearchinstitute.com/O2C
http://www.everestresearchinstitute.com/P2P
http://www.everestresearchinstitute.com/ProcurementSuppliers
http://www.everestresearchinstitute.com/HRSuppliers
http://www.everestresearchinstitute.com/ChineseSuppliers
http://www.everestresearchinstitute.com/IndiaBPOSuppliers
http://www.everestresearchinstitute.com/PhilippinesSuppliers
http://www.everestresearchinstitute.com/HRSuppliers
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Service provider profiles for over 80 service providers 
are available
 24/7 Customer
 Accenture
 Achievo
 Aditya Birla Minacs
 ADP
 ACS, a Xerox Company
 Ariba
 Arvato
 Atento
 Atos Origin
 Augmentum
 BearingPoint 
 Bleum
 BT Global Services
 buyingTeam
 Capgemini
 Capita
 Ceridian 
 CGI
 ClientLogic
 Cognizant
 CompuCom
 CSC
 Convergys
 Corbus
 Dell Services
 Dextrys
 Dimension Data
 ePLDT Ventus

 eTelecare
 ExcellerateHRO
 EXL Service
 Fidelity
 Firstsource
 Freeborders
 Fujitsu Services
 Genpact
 Getronics
 Global eProcure
 HCL Technologies
 Hewitt
 Hexaware
 HP Services
 Hubwoo
 IBM Global Services
 ICG Commerce
 I-flex
 iGate
 Infosys
 Keane
 L&T Infotech
 Logica
 Longtop International
 Mastek
 Mphasis
 NCO
 Neusoft
 NorthgateArinso

 OPI
 Patni
 Polaris
 Quatrro
 SAIC
 Sapient
 Siemens
 Sitel
 Softtek
 Steria (formerly Xansa)
 Surestock
 Sutherland
 Sykes
 Syntel
 TCS
 Tech Mahindra
 Teleperformance
 TeleTech
 TELUS International
 Transcom
 T-Systems
 Unisys
 Vertex
 VWA
 West
 Wipro
 WNS
 Xchanging
 Zenta

 Most leading service 
providers have multiple 
types of service 
provider profiles

 The list of service 
providers is not 
exhaustive, and 
additional service 
provider profiles can be 
made available on 
request

Access our library of profiles at: http://www.everestresearchinstitute.com/ServiceProviderDirectory

NOT EXHAUSTIVE

Note: Not all service provider profiles are available online

http://www.everestresearchinstitute.com/SupplierDirectory
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Everest’s Service Provider Intelligence practice 
assists organizations with service provider-related 
decisions at all stages of the sourcing lifecycle

Service provider 
identification and 
profiles

Service provider 
evaluation and 
short-listing

Service provider risk 
tracking

Service provider 
portfolio optimization

Pre-outsourcing Post-outsourcing

19Copyright © 2007, Everest Global, Inc.
ERI-2007-1-R-0160c

This study focuses on eleven BPO suppliers that meet 
our India centricity and scale criteria

Comments on value propositionSupplier Comments on value propositionSupplier

Formed by IBM’s acquisition of Daksh in April 
2004, has been able to scale up quickly. Provides 
offshore services support for large IBM deals, but 
also goes to market independently for primarily 
“lift-and-shift” deals

One of the early movers through a large BT deal, 
which continues to be a large contributor. 
Increasing its focus on developing new business

Started as a captive for Conseco but has been 
able to establish itself successfully as a third-
party supplier with a clear spike in the Insurance 
sector

Bellwether of Indian BPO industry, started as GE’s 
captive. Had a very successful 2006 in terms of 
non-GE client wins 

Formerly ICICI OneSource, it has grown 
organically as well as through acquisitions. 
Increasing proportion of high-end customer care 
and transaction processing in its services mix

Started as an independent entity with a clear non-
voice focus, but has evolved into a fully owned 
Infosys subsidiary with a mix of voice and 
transactional work

Positioning themselves as a second-
generation outsourcing firm for buyers 
who outsourced earlier or set up 
captives. Clear spike in ICT (Information 
and Communications Technology) 
vertical

Started as British Airways’ captive, 
WNS has developed clear spikes in 
financial services and travel verticals

One of the first movers with acquisition 
of Spectramind. Currently, very focused 
on operational efficiencies and shift to 
higher-value work 

Fully owned subsidiary of Aditya Birla 
Group, one of India’s largest business 
houses. Shot to the major league with 
its acquisition of Canada-based Minacs

Rapidly growing through acquisitions. 
Focused on multiple segments. Has a 
major win in the UK insurance sector

Service provider landscape

Customized service 
provider profile

Value proposition analysis

Service provider 
positioning

Evaluation framework

Evaluation results

Proprietary & Confidential. © 2009 Everest Global, Inc.
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Q3 2008 Q4 2008

III-14

Supplier developments analysis | Location footprint
Location activity declined by 50% in Q4 2008 primarily due to the 
reduced activity by offshore-centric suppliers
Number of new centers opened by supplier 
category
Number of new centres1

Offshore-
centric 

suppliers

Traditional 
global 

suppliers

1 Excludes planned centers and expansions
Sources:Company websites; press releases

Trends in supplier footprint over the previous quarter
Decreased from last quarter Increased from last quarter Similar to last quarter

22

11

 In Q4 2008, location activity for offshore-centric 
suppliers declined significantly while that of 
traditional global suppliers remained constant

 All delivery centers activity was focused on 
offshore locations with no activity in onshore 
locations

Suppliers Offshore Onshore
Traditional global
Accenture
ACS
Atos Origin
Capgemini
Convergys
CSC
EDS
Hewitt
IBM Global Services
Perot Systems
Unisys
Offshore-centric
Cognizant
EXL Services
Genpact
HCL Technologies
Infosys
Satyam
TCS
Wipro
WNS
Overall

Portfolio developments

Service provider 
developments

Proprietary & Confidential. © 2009 Everest Global, Inc.
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Q4 2008 | Key developments for suppliers
ACS (page 1 of 2)

Recent transaction activity

Buyer name Signing date
TCV estimate 
(US$ million)

Duration 
(years) Services

Ingram Micro Dec 2008 703 5 IO

Telesis Corporation Dec 2008 N.A. N.A. IO

Oklahoma Employment Security 
Commission

Nov 2008 N.A. 5 BPO - Industry-specific

Wyoming Department of Health Nov 2008 48 5 BPO - Industry-specific, Customer care

Florida Agency for Health Care 
Administration

Nov 2008 44 5 BPO - Industry-specific

First Judicial District Oct 2008 N.A. N.A. F&A

Milwaukee County Transit System Oct 2008 5 1 AO

Alaska Department of Health and 
Social Services

Oct 2008 27 1 AO, Customer care, BPO - Industry-specific

Stamford Urban Transitway project Oct 2008 4 N.A. AO

United Technologies Oct 2008 41 3 F&A

Sources: Everest Research Institute (2009); company websites

Location footprint

Location Status Employees Description

Noida
(India)

Planned 500  ACS announced plans to expand its global delivery with the setting up of a new 
facility in Noida, India. ACS will invest about $10-15 million over the next 12-18 
months in this facility which will provide human capital management solutions

 Services – HRO services

Can be tailored 
for any function 

or location

Customised 
approach to meet 
individual needs

Ability to track a 
wide array of 

service providers

Applicable to 
simple as well as 
large, complex 

portfolios
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In addition to service provider profiles, we helps 
companies with service provider evaluation and 
short-listing efforts

 To assist buyers in identifying and short-listing service providers, and providing information and 
insights on service providers in established and new markets

 To assist service providers in identifying and prioritizing potential acquisition or partnership targets in 
emerging markets

 Rapidly evolving service provider 
landscape 

 Increasing number of credible 
service provider options (50+ 
credible service providers serving 
Fortune 500 clients in India alone)

 Perceived lack of differentiation 
between similar service provider 
groups 

 Increasing risk on account of 
ongoing service provider 
consolidation 

 Lack of reliable market data on 
service provider offerings and 
capabilities

Objectives

Key issues involved in service provider 
short-listing

Service provider selection requires a thorough 
evaluation of quantitative and qualitative parameters

Quantitative parameters

Scale

Financial stability

Industry expertise

Process expertise

Global delivery

Situation-specific criteria

Everest experience

Cultural fit

Value proposition

Alignment of interests

Existing relationships

Situation-specific criteria

Qualitative parameters
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Our service provider short-listing experience spans a 
wide array of functions and geographies and can be 
tailored to meet individual client requirements
Service provider 
landscapes

Service provider 
evaluation

Service provider 
short-list/results

Service provider 
segments
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This study focuses on eleven BPO suppliers that meet 
our India centricity and scale criteria

Comments on value propositionSupplier Comments on value propositionSupplier

Formed by IBM’s acquisition of Daksh in April 
2004, has been able to scale up quickly. Provides 
offshore services support for large IBM deals, but 
also goes to market independently for primarily 
“lift-and-shift” deals

One of the early movers through a large BT deal, 
which continues to be a large contributor. 
Increasing its focus on developing new business

Started as a captive for Conseco but has been 
able to establish itself successfully as a third-
party supplier with a clear spike in the Insurance 
sector

Bellwether of Indian BPO industry, started as GE’s 
captive. Had a very successful 2006 in terms of 
non-GE client wins 

Formerly ICICI OneSource, it has grown 
organically as well as through acquisitions. 
Increasing proportion of high-end customer care 
and transaction processing in its services mix

Started as an independent entity with a clear non-
voice focus, but has evolved into a fully owned 
Infosys subsidiary with a mix of voice and 
transactional work

Positioning themselves as a second-
generation outsourcing firm for buyers 
who outsourced earlier or set up 
captives. Clear spike in ICT (Information 
and Communications Technology) 
vertical

Started as British Airways’ captive, 
WNS has developed clear spikes in 
financial services and travel verticals

One of the first movers with acquisition 
of Spectramind. Currently, very focused 
on operational efficiencies and shift to 
higher-value work 

Fully owned subsidiary of Aditya Birla 
Group, one of India’s largest business 
houses. Shot to the major league with 
its acquisition of Canada-based Minacs

Rapidly growing through acquisitions. 
Focused on multiple segments. Has a 
major win in the UK insurance sector

Service provider 
landscape

Value proposition 
assessment

Proprietary & Confidential. © 2008 Everest Global, Inc.
14

The evaluation ratings were based on the following set 
of criteria

Dimension1 Sub-dimension Minimum Maximum Weight

Rating

Scale (20%) Overall revenue
(US$)

$78 M $54.14 B 50% <$1 B $1B-2B $2B-5B $5B-10B >$10B

Total headcount
(‘000s)

2 200 50% <10 10-20 20-50 50-100 >100

AD&M 
capability (30%)

AD&M revenue 
(US$)

$78 M $6.42 B 30% <$500 M $500 M-1B $1B-2B $2B-5B >$5B

AD&M headcount 
(‘000s)

2 93 50% <5 5-10 10-20 20-50 >50

AD&M certifications 
(CMMI / PCMM)

Level 0 Level 5 10% Level 1 Level 2 Level 3 Level 4 Level 5

AD&M centricity 1% 100% 10% <20% 20-40% 40-60% 60-80% >80%

Insurance 
capability (30%)

Insurance revenue
(US$)

$7.9 M $5.45 B 25% <$100 M $100-200 M $200-500 M $500M-1B >$1B

Insurance 
headcount (‘000s)

0.2 15 25% <0.5 0.5-1.5 1.5-4 4-7.5 >7.5

No. of clients 7 900 25% <10 10-20 20-50 50-100 >100

Insurance centricity 1% 24% 25% <5% 5-10% 10-20% 20-50% >50%

Location 
footprint (20%)

No. of cities 3 25 25% <5 5-10 10-15 15-20 >20

No. of regions 1 5 75% 1 2 3 4 5

1 Figures in bracket indicate dimension weight for overall capability score

Ratings have been adjusted in select instances to reflect Everest experience on supplier capabilities

Evaluation framework
Multi-dimension 
evaluation Screening process

Service provider 
positioning

Service provider 
prioritization Custom profile

Can be tailored 
for any function 

or location

Approach can 
be customized 

to meet 
individual needs

Recommends 
best-fit Service 

providers 
depending on 
the situation
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Contact us to better understand how we can best 
assist you

Everest Research Institute uses its deep expertise and understanding of service 
providers to provide you with:

 Comprehensive capability profiles for leading service providers

 An extensive directory of service providers spanning multiple functions, industries 
and geographies

 Fact-based and practical assistance with short-listing of service providers

 Framework for optimizing and rationalizing service provider portfolios

Everest Research Institute has been designed to meet the specific needs of your 
organization. Whether it be published or custom research, actionable tools, or even 
one-to-one interaction, we can develop a solution that applies to your particular 
scenario.

For more information about the Institute or to find 
out how we can assist you please contact us: 
Email: info@everestresearchinstitute.com
Phone: +1-214-451-3110 
Web site: www.everestresearchinstitute.com
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Everest Group leads clients from insight to action

Contact us for more information about our consulting, research, and industry resources.

www.everestgrp.com | www.everestresearchinstitute.com | www.sherpasinblueshirts.com

Netherlands & Continental Europe
benelux@everestgrp.com
+31-20-301-2138

UK
unitedkingdom@everestgrp.com
+44-870-770-0270

Dallas (Corporate Headquarters)
info@everestgrp.com
info@everestresearchinstitute.com
+1-214-451-3000
+1-214-451-3110

Canada
canada@everestgrp.com 
+1-416-865-2033

New York
info@everestgrp.com
+1-646-805-4000

India/Middle East
india@everestgrp.com
+91-124-496-1000
+91-124-496-1100

http://www.everestgrp.com/
http://www.everestresearchinstitute.com/
http://www.sherpasinblueshirts.com/
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