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Our research methodology is based on four pillars of strength
to produce actionable and insightful research for the industry

e Market thought leadership

e Actionable and insightful research
e Syndicated and custom research deliverables

0 Robust definitions e Primary sources e Diverse set of a Fact-based research
and frameworks of information market touchpoints Data-driven analysis with
PEAK Matrix, market Annual contractual and Ongoing interactions with key expert perspectives, trend-
maturity, and technology operational RFls, senvice stakeholders, input from a mix analysis across market
adoption/investment provider briefings, and of perspectives and interests, as adoption, contracting, and
market feedback well as support via data analysis senice providers

and thought leadership
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Data Gathering and Analysis

Hypothesis |-
Hypothesis

Hypothesis |
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Canclusions and Recommendations

e Annual RFI process and interaction with leading IT infrastructure senices providers
e Dedicated team for IT infrastructure senices adoption trends

e Ower 25 years of experience in advising clients on global senices decisions
e Executive-level relationships with buyers, senice providers, technology providers, and industry associations
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This report provides an insight into the current market trends and
outlook for infrastructure services relationships in the global IT
services industry

Focus of research

Services industry

I
v v v

IT Application Services (AS) IT Infrastructure Services (IS) Business Process Services (BPS)

Application development
Application maintenance
Independent testing

IT consulting:

— Package implementation

computing services, IoT services,
etc.)

e Cloud and datacenter services
(servers, storage, etc.)
Network services
Database/middleware services
Workplace/EUC services

e [T security services

e Next-generation services
(infrastructure automation,
infrastructure services for Al,
edge/loT services, etc.)

BFSI-specific BPS
Contact center
Finance & accounting
Human resources
Knowledge services

— Systems integration IT consulting: Procurement
— IT strategy — IT infrastructure consulting / IT Recruitment process
e Next-generation services (edge strategy

e The report provides insights across a comprehensive [T infrastructure services landscape. This includes analysis across
buyers from different industries, geographies, and revenue segments

e The research also covers the global ITS market size and its distribution by service type, geography, and industry

e Apart from typical infrastructure services, the research also analyzes key trends in consulting services that are bundled
with the broader engagements
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Overview and abbreviated summary of key messages (page 1 of 2)

About 85% of enterprises believe that IT infrastructure is the bedrock of business transformation initiatives. However, most
enterprises believe that their current IT infrastructure services model is not ready to cater to their digital needs. Infrastructure
services need to be underpinned by Al, analytics, and automation to drive self-healing/self-configuring systems that can
dynamically and autonomously adapt to changing business needs, thus creating an “invisible” infrastructure model that is highly
secure and requires minimal oversight.

This research provides fact-based trends impacting the cloud and infrastructure services market. It analyzes multiple aspects such
as overall cloud and infrastructure service market size, leading players, deal sizes, deal durations, and pricing. Buyers will gain by
understanding these trends and evolving their sourcing portfolio accordingly. Service providers will benefit by aligning their
strategy to cater to these trends.

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

e Around 85% of enterprises believe that IT infrastructure is the bedrock of business
transformation. However, most enterprises believe that their IT infrastructure is not ready to
support digital disruption and needs to undergo an evolution

Major highlights and

key trends

e Infrastructure services need to be underpinned by Al, analytics, and automation to drive
self-healing/self-configuring systems that can dynamically and autonomously adapt to
changing business needs, thus creating an “invisible” infrastructure model that is highly
secure and requires minimal oversight

e While 2017-2018 witnessed an increase in average deal size due to large IS

Overview modernization deals, deal sizes in 2018-2019 reduced majorly due to increase in smaller
value deals driven by enterprises’ need for agile innovation; enterprises’ need for business
transformation has increased the number of consulting-led IS engagements — 68% of IS
engagements in 2018 had consulting services in scope
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Overview and abbreviated summary of key messages (page 2 of 2)

e The telecommunication industry witnessed the highest growth by capturing 14% of the total
Buyer adoption deals, as BFSI and manufacturing continued their declining trend

e Vendor-agnostic behavior was witnessed across enterprises as deal durations remained
within three-to five-year range. Enterprises want service providers to be a collaborative
partner in their transformation journey rather than just meet SLAs

e Change management initiatives will be crucial for service providers going forward, as
adoption rates are a crucial metric for buyers

e The telecommunication industry in North America is booming primarily due to focus on 5G
implementation; adoption within the retail industry is driven by buyers focusing on
enhancing customer experience using digital initiatives

e APAC continues its rapid growth with different levels of maturity intechnology adoption; a
key expectation of APAC enterprises is end-to-end capabilities from service providers

e Going forward, enterprises expect infrastructure services to enhance business metrics in
Outlook for 2019-20 addition to reducing costs through outsourcing

e Vendor-agnostic behavior will continue as buyers expect agile and continuous innovation
and higher value from outsourcing contracts

e Cloud adoptionis rising with hybrid cloud becoming the preferred model for enterprises.
Service providers are best placed for solutions that will enable hybrid cloud as well as
multi-cloud adoption amongst enterprises

e Service providers need to provide interoperable infrastructure capabilities to enable
enterprises in their digital journeys
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This study offers two distinct chapters providing a deep dive into key
aspects of IT infrastructure services market; below are four charts
to illustrate the depth of the report

Evolution of IT infrastructure and its value delivered for businesses

| Introducing the concept of “invisible” infrastructure

e Business intent-driven infrastructure management

e Focus on improving business metrics while 1T —_—_——————
operational metrics are table stakes |

e Proactive enabler of business innovation with minimal ' — — — — — — -
human intervention

Output-based infrastructure __ N (\) .
management Invincible I V |nte|l|gent
_______ - ) ) Protects the business I Ia Ev olv es with business needs
r e Focus on pre-defined operational SLAs |nteroperab|e

and TCO management Functions across stacks

e Reactive support to business demands

Value delivered for businesses

e Input-based managed services constructs (/’)

Infrastructure 1.0 @ Limited focus on driving productivity improvements Invisible

e Characterized by extensive manual effort / limited automation Requires minimal oversight

Evolution of ITinfrastructure

New dealswithin IS continued their upward trend Enterprises are searching for industry-specific consulting expertise

Trendsin contracttypein ISengagements
2014-H1 2019; Number of deals

100%= 128 133 268 396 239 119 ) .
Consulting not in scope

32%

Renew als

68% o
Consulting in scope

New contracts

2014 2015 2016 2017 2018 H1 2019
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Research calendar - Cloud and Infrastructure Services

Il Published Planned ' | Currentrelease
Digital Workplace Services PEAK Matrix™ Assessment 2019: Enterprises, It is Time to Humanize the Workplace Experience _______. June 2019
Next-generation Infrastructure Services for Insurance PEAK Matrix™ Assessment 2019 and Market Trends ________________________ June 2019
Next-generation Infrastructure Services for BFS — PEAK Matrix™ Assessment 2019 and Market Trends - - - - - - ______ June 2019
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Top 20 Digital Workplace Trailblazers: Creating Connected Experiences for Digital-savvy Enterprises. - - - _________________ October 2019
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gEproring the Enterprise Journey Towards “Invisible” IT Infrastructure ____________________ . October 2019:%
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e
Additional ITS research references

The following documents are recommended for additional insights on the topic covered in this report. The recommended documents either
provide additional detailsor complementary content that may be of interest

1. Digital Workplace Services — Market Trends and PEAK Matrix™ Assessment 2019 “Enterprises, Itis Time to Humanize the Workplace
Experience” (EGR-2019-29-R-3219); 2019. In this report, we discuss the hitherto overlooked role of empathy in the workplace, and how a humanized
workplace — backed by technology — stands to deliver sustainable productivity and experience benefits. This report provides a market trend assessment
of digital workplace senices, along with detailed profiles and assessment of 21 IT senice providers featured on Everest Group’s PEAK Matrix for digital
workplace senices

2. Upcoming Contract Renewals— Cloud & Infrastructure Services 2019 (EGR-2019-29-R-3050); 2019. Ewery year, a large portion of the sourced
senices market comes back to the planning/negotiating table, as contracts keep expiring. Most of these deals had originally been procured via a
competitive process inwlving Request for Proposals (RFPs), capability assessment, and short listing of senice providers. Renewals and recompetes
provide opportunity for non-incumbent players to expand their wallet share amidst disruptive factors such as saturation, slowing growth rate, and new
and more agile competitors. This research analyzes renewals coming up in the next two years, with a focus on Infrastructure Senvices (IS) contracts

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

Chirajeet Sengupta, Partner hirajeet.sen r rp.com
Yugal Joshi, Vice President l.joshi r rp.com
Ashwin Venkatesan, Vice President ashwin.venkatesan@everestgrp.com
Bharath Reddy, Practice Director bharath.reddy @everestgrp.com
Titus M, Senior Analyst titus. m@everestgrp.com

ITS research: ITSresearch@everestgrp.com

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