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Our research offerings for global services
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Market Vista™

Global services tracking across functions, sourcing models, locations, and service providers —

industry tracking reports also available
Application Services

BPS | Banking & Financial Services
BPS | Healthcare & Life Sciences
BPS | Insurance

Catalyst™

Cloud & Infrastructure

Customer Experience Management Services
Data & Analytics

Digital Services

Engineering Services

Finance & Accounting
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Human Resources

ITS | Banking & Financial Services
ITS | Healthcare & Life Sciences
ITS | Insurance

IT Services Executive Insights™
Locations Insider™

PricePoint™

Procurement

Recruitment & Talent Acquisition
Service Optimization Technologies

Membership information

This report is included in the following research program(s)

If you want to learn whether your organization has a membership agreement or
request information on pricing and membership options, please contact us at
info@everestgrp.com, unitedkingdom@everestgrp.com, or india@everestgrp.com
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More about membership

In addition to a suite of published research,
a membership may include

e Price book

e Accelerators™

e Data cuts

e Analyst access

e Virtual Roundtables

e Workshops

Custom research capabilities

e Benchmarking | Pricing, delivery model,
skill portfolio

e Peer analysis | Scope, sourcing models,
locations

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

e Tracking services | Service providers,
locations, risk

e Other | Market intelligence, service
provider capabilities, technologies,
contract assessment
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This report provides perspectives on key aspects of the
global sourcing market in Lisbon

Lisbon | Quick snapshot

Established location in Portugal for global delivery
of IT and back-office services with multilingual
capabilities

KEY FACTOIDS

Lisbon, Pomlgarl-

) A 30,000-34,000 == Annual operating
annual tertiary == 38-43% savings _ _
L graduates = ioas%savings¢ Lisbon | Risk profile (page 1 of 2)
Highly favorable risk profile with geopolitical stability and strong infrastructure make
' ' . . . . . .
¢< T e @ Key drivers '@ Key challenges Lisbon an attractive destination for global services delivery
= The Portuguese global services market = Availability of a large and high quality = Rising competitive intensity r;
is 45,000-50,000 FTE strong with majority entry-level and experienced talent pool higher attrition rates, especial Il Highly favorable Favorable, some concerns @ Least favorable
of the workforce located in Lisbon across BP and IT for transactional as well business processes, giventh oo o0 Everest Group rating Comments
« Predominantly leveraged for IT and back-office as complex services of significantly-scaled operat T S T ER e
services, with most companies supporting « Multilingual capabilities with high proficiency leading players : blujns;ggs?m:g;yﬂi‘ﬂg 1 5 polleat il A nstiuons end potlieal sutues e
L 2 A TS ) - [ (FENIEIESR, E_"ghsn' (R, _and SPETED | OREENEY m?her EUSICUégfe Geopolitical - » Portugal has an average value of 1 point on the Political Stability Index provided by the
» One of the most attractive locations in Western » Well-developed infrastructure, high ease comparison to some of World Bank where -2.5 indicates weak political stability and 2.5 indicates strong stability
Europe from an operating cost and relevant of doing business, strong geopolitical & e TR « Poriugal stood at the 26% rank worldwide in the Democracy Index 2017, complied by the
talent availability perspective macroeconomic environment, and safety Economic Intelligence Unit, which measures the state of democracy in 167 countries
» Presence of both Global in-house centers from natural calamities

(GICs) and third-party service providers |
» Portugal's economy is likely to remain stable with the estimated GDP growth projected to

: remain above 2% in 2018 and 2019; the economy grew at 2.7% in 2017, reaching EUR

Macroeconomic . 179 2 billion and achieving its strongest growth since the year 2000 according to the
Portuguese National Statistics Office

« The macroeconomic risk has reduced considerably due to an increase in GDP and the:

/'\ . falling unemployment (CAGR of -8% over five years)
Ci ht © 2018, E t Global, Inc.
E?;QEEE'EE Group® opyrg EGR—201§3-3V‘.$-rI§-5286f 2. ne « The Global Competitiveness Index 2017-2018 (World Economic Forum) ranks Portugal
1 out of 137 countries in terms of stability in the annual percentage change in inflation

» Filch gave a BBB raling to Portugal, implying that it has a low expectation of default;
however, business or economic faclors could adversely affect the country

» The Global Compelitiveness Index 2017-2018 (World Economic Forum) ranks Poriugal

13 out of 137 countries for the quality of overall infrastructure
L — Ranked 8th for quality of roads

— Ranked 13th for fixed-telephone lines (/100 population)
— Ranked 25th for the quality of port infrastructure

« Lisbon has one of the busiest international airports serving Portugal

« Lisbon has a subway system, the Lisbon Metro, and Metro Sul do Tejo, that has more
than 35 kms of lines. Additionally, there are exiensive tram networks in the city, local
urban transport networks, and laxi services

Source:  Everest Group (2018); EIU; World Bank; Moody's; inferviews with market participants
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Research calendar — Locations Insider™

Il Published Planned | | Current release
“Next-wave" Location Profile — Timisoara, Romania ... June 2018
"Next-wave" Location Profiles — Santiago, Chile . June 2018
“Next-wave" Location Profile — Bangalore, India ... . July 2018
"Next-wave" Location Profiles — Johannesburg, South Africa ... . August 2018
“Next-wave" Location Profile — Singapore . August 2018
"Next-wave" Location Profiles — Campinas, Brazil August 2018
“Next-wave" Location Profile — Dublin . September 2018
E:"Next-wave" Location Profiles — Lisbhon, Portugal November 2018§
What is the True Maturity of Indian Contact Center Market? . October 2017
Brexit, GDPR, and Digital Winds of Change: Disruption or Transformation of Service Delivery to the UK and Ireland? ____________ October 2017
Poland Tier-2/3 Cities: Complementing Tier-1 Cities or Carving a Niche for Digital Services ... December 2017
Betting on the Future — The Bangladesh IT-ITeS Industry is Poised for Growth ... December 2017
What Will 2018 Have in Store for Locations Strategies? ... May 2018
Contact Center Services for the U.S. Market: Shifting Location Strategies for Shifting Market Demands ... July 2018
Will Tier-2/3 Indian Cities Carve a Niche in the Digital Story? . November 2018
Where are FinTech Startups Concentrated? Q4 2018

Note: For a list of all Locations Insider™ reports published by us, please refer to our website page
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https://www2.everestgrp.com/reports?Cat0=838
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Additional Locations Insider™ research references

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

1. “Next-wave” Location Profile — Emergence of Western Europe for Centralized Global Service Delivery to Europe (EGR-2017-2-R-2266);
2017. This report analyzes Western Europe and offers perspectives on the global sourcing profile of Western Europe, key opportunities, drivers,
and challenges, along with an overview of talent availability, operating costs, and environment risks

2. “Next-wave” Location Profile — Dublin, Ireland (EGR-2018-37-R-2769); 2018. This report analyzes Dublin and offers perspectives on the global
sourcing profile of Dublin, key opportunities, drivers, and challenges, along with an overview of talent availability, operating costs, and environment
risks

3. Global Locations Annual Report 2018: Service Delivery Portfolios in a Disrupted World (EGR-2018-37-R-2646); 2018. The Global Locations
Annual Report 2018 is a unique and comprehensive guide to understanding the nuances of the global services locations landscape and interpreting
locations-related developments and trends to frame locations strategy. This report has three tenets — key trends shaping the landscape, risk watch,
and locations PEAK Matrix. It presents insights into the size and growth of the global services market, updates on locations activity, changes in risk
profiles of locations, and an analysis of the relative maturity, arbitrage, and potential of locations for multiple functions

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

Parul Jain, Senior Analyst — Global Sourcing: Parul.Jain@everestgrp.com
Namita Dahiya, Senior Analyst — Global Sourcing: Namita.Dahiya@everestgrp.com
Aditi Bansal, Analyst — Global Sourcing: Aditi.Bansal@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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Everest Group®

From insight to action.

About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational

and financial performance through a hands-on process that supports them in making
well-informed decisions that deliver high-impact results and achieve sustained value.
Our insight and guidance empower clients to improve organizational efficiency,
effectiveness, agility, and responsiveness. What sets Everest Group apart is the
integration of deep sourcing knowledge, problem-solving skills and original research.
Details and in-depth content are available at www.everestgrp.com.

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

Bangalore
india@everestgrp.com
+91 806-781-9999

Delhi
india@everestgrp.com
+91-124-496-1000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

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

Toronto
canada@everestgrp.com
+1-416-388-6765

Stay connected

Website

WwWw.everestgrp.com

Social Media
@EverestGroup

m @Everest Group

Blog Sherpas In Blue Shirts

www.sherpasinblueshirts.com
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