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Market Vista™

Global services tracking across functions, sourcing models, locations, and service
providers — industry tracking reports also available

BFSI' information technology PricePoint™

BFSI! business process Finance & accounting

Healthcare information technology Procurement

Information technology Human resources

Cloud Vista™ Recruitment process

Global sourcing Contact center

Locations Insider™ Transaction Intelligence
Custom research capabilities

1 Benchmarking | Pricing, delivery model, skill portfolio

Peer analysis | Scope, sourcing models, locations

Locations | Cost, skills, sustainability, portfolio — plus a tracking tool

Tracking services | Service providers, locations, risk

Other | Market intelligence, service provider capabilities, technologies, contract
assessment
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-_________________________________________________________________________________________
Everest Group’s LSO research is based on multiple sources of
proprietary information

1 Everest Group’s proprietary database
1 The database tracks the following elements of each Learning Services Outsourcing (LSO) deal
— Buyer details: Including industry, location, and signing region
Deal details: Including TCV1, ACV?, contract term, start date, learners served, and primary pricing structure
Scope: Process coverage and geographic coverage (learners covered by each region)
Technology ownership and maintenance
Global sourcing

1 Everest Group’s proprietary database of operational capability of leading LSO service providers
1 The database tracks the following capability elements for each service provider:
— Major LSO clients and recent wins
Overall LSO revenue, total clients, and learners served
Recent LSO-related developments (investments and partnerships)
LSO delivery locations and level of offshoring
Technology offerings within LSO
LSO service suite, languages offered, and modes of content delivery

% Ongoing buyer conversations to understand their perspective of the LSO market, including the drivers for outsourcing

The analyses in this report are presented at two levels:

1 Overall market analysis that highlights the overall market composition/dynamics
1 The current market trends based on deal activities up to July 2013

The sample size varies for different analyses based on the availability of deal details

1 TCV = Total contract value
2 ACV = Annual contract value
Source: Everest Group (2013)
Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any information we collect that is contract specific will only be presented back to the industry
in an aggregated fashion
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Overview and abbreviated summary of key messages

This report provides a comprehensive coverage of the 2013 LSO market and analyzes it across various dimensions such as
market overview, buyer adoption trends, solution and transaction characteristics, and service provider landscape. Additionally, it
includes emerging trends in the LSO market. Some of the findings in this report, among others, are:

Some of the findings in this report, among others, are:

Market overview After witnessing a lull, post the economic downturn, the learning services market rebounded in
2011-2012 period; growing at ~7 to 9% CAGR, it reached ~US$2.0 billion in 2013

Buyer adoption trends Manufacturing, hi-tech, and BFSI continue to be the biggest LSO adopters. However, energy
and public sectors witnessed increased adoption

Emerging trends Clients are looking to incorporate gaming in their learning strategy as it helps learners cultivate
retention, enhance competition, increase connectivity, collaborate, and inculcate creativity

Solution and transaction Service providers have increased their offshoring leverage over the last few years. Although
characteristics India continues to be a “hotspot” for offshoring, China and Southeast Asia are growing faster in
terms of global sourcing activity

Service provider LSO provider Iandscgpe continues to evolve on the pack of mergers and acquisitions (M&As).
landscape Primary reasons behind these M&As were geographic expansion and enhancement of
capability
A Copyright © 2013, Everest Global, Inc.
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This study offers five distinct chapters providing a deep dive
Into key aspects of the LSO market; below are four charts to

iIllustrate the depth of the report

Market overview

LSO market size over time

-

2009 2011 2013
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Buyer adoption trends
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Source: Everest Group (2013)
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HRO research calendar

Il rublished I current
Topic Release date
MPHRO — Annual Report 2013: The Sun is Rising in the East May-2013
MPHRO - Service Provider Landscape with PEAK Matrix Assessment 2013 August-2013
Creating Value through Analytics in HR — Role of Third-Party Services August-2013
Multi-Process Human Resources Outsourcing (MPHRO) — Service Provider Profile Compendium 2013 September-2013
Enabling Business Agility — How HR Organizations can Lead the Way and the Role of Outsourcing November-2013
Analytics Business Process Services (BPS) — Deciphering the Analytics Code November-2013
Learning Services Outsourcing (LSO) — Resurgent Market in the Post-Crisis World December-2013
Growth of Horizontal BPO in LATAM Q1-2014
Benefits Administration Outsourcing (BAO) — Annual Report 2013 Q1-2014
Benefits Administration Outsourcing (BAO) — Service Provider Landscape with PEAK Matrix Assessment 2014 Q1-2014
Multi-Process Human Resources Outsourcing (MPHRO) — Annual Report 2014 Q1-2014
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Additional HRO research recommendations

The following documents are recommended for additional insight into the topic covered in this report. The recommended documents provide
either additional details on the topic or complementary content that may be of interest:

1. IBM's Acquisition of Kenexa— Advent of Holistic Talent Management "Solution"? (EGR-2012-3-V-0745); 2012. This breaking viewpoint
document analyses the recent acquisition announcement of Kenexa by IBM

2. Multi-Process Human Resources Outsourcing (MPHRO) — Service Provider Landscape with PEAK Matrix Assessment (EGR-2013-3-R-0913a);
2013. The MPHRO service provider landscape continues to witness major flux with newer entrants, provider exits, and high M&A activity. This report
gives an overview of the provider landscape and analyzes how the service providers differentiate themselves. Based on the comprehensive Everest
Group PEAK Matrix, each of the 21 MPHRO service providers are segmented into Leaders, Major Contenders, and Emerging Players. Additionally, this
report identifies the 2013 MPHRO Star Performers and provides key insights on individual PEAK dimensions

3. Multi-Process Human Resources Outsourcing (MPHRO) — The Sun is Rising in the East (EGR-2013-3-R-0866); 2013. This report provides a
comprehensive coverage of the 2012 MPHRO market and analyzes it across various dimensions such as market overview and key regional trends,
buyer adoption and solution trends, and service provider landscape. Additionally, it includes predictions for the 2013 MPHRO market

4. Is BPaaS the Model for You? (ERI-2012-10-R-0667); 2012. This research aims to compare Total Cost of Ownership (TCO) of Business-Process-as-
a-Service (BPaaS) solutions with the traditional BPO using a comprehensive financial model and creates a comprehensive framework to evaluate
BPaaS sourcing

For more information on this and other researches published by Everest Group,
please contact us:

Rajesh Ranjan, Vice President: rajesh.ranjan@everestgrp.com
Shruti Agrawal, Senior Analyst: shruti.agrawal@everestgrp.com
Aditya Balani, Analyst aditya.balani@everestgrp.com
HRO Team: hroresearch@everestgrp.com

Everest Group
Two Galleria Tower

13455 Noel Road, Suite 2100 Phone: +1-214-451-3110
Dallas, TX 75240 Email: info@everestgrp.com
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