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Our research offerings for global services

» Market Vista™
Global services tracking across functions, sourcing models, locations, and service providers —

industry tracking reports also available In addition to a suite of published research,
a membership may include

More about membership

» Application Services » Human Resources
_ _ _ _ _ _ _ _ e Accelerators™
» BPS | Banking & Financial Services » ITS | Banking & Financial Services
e Analyst access
» BPS | Healthcare & Life Sciences » ITS | Healthcare o R Gl
» BPS | Insurance » ITS | Insurance e Pinnacle Model™ reports
» Catalyst™ » IT Services Executive Insights™ e PriceBook
» Cloud & Infrastructure » ITS | Life Sciences e Virtual Roundtables
Worksh
» Customer Experience Management Services » Locations Insider™ ¢ OTKShOpS
» Data & Analytics » PricePoint™
» Digital Services » Procurement Custom research capabilities
» Engineering Services » Recruitment & Talent Acquisition ® Be_nchmarll(lng | FIElig), gievieny ol
skill portfolio
» Finance & Accounting » Service Optimization Technologies

e Peer analysis | Scope, sourcing models,
locations

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

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

_ Locations Insider™ e Tracking services | Service providers,

e If you want to learn whether your organization has a membership agreement or request OcaibT

information on pricing and membership options, please contact us at info@everestgrp.com, e Other | Market intelligence, service
unitedkingdom@everestgrp.com, or india@everestgrp.com provider capabilities, technologies,
contract assessment
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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

o Robust definitions and e Primary sources of e Diverse set of market °Fact-based research
frameworks information touchpoints (Data-driven analysis with
(Talent pool scalability and (Ongoing interactions with (Ongoing interactions across expert perspectives, year-round
sustainability assessments, buyers, global in-house centers key stakeholders, inputs from tracking of location and service
cost arbitrage sustainability, (GICs)/captives/shared service a mix of perspectives and provider activity, and country
and risk assessment centers (SSCs), service interests, supports data analysis briefings)
frameworks) providers, investment promotion and thought leadership)

agencies, recruiters, etc.)

Applications included in cloud engagements
2011; percentage of deals

e Proprietary tracking and databases of operating costs, labor pool, market activity, and risks

e Year-round tracking of 300+ locations around the world

e Coverage across all offshore, nearshore, and onshore locations across regions (APAC, Europe, North America, LATAM, and Africa)
e Over 100 global projects on supporting clients on location decisions

e Executive-level relationships with buyers, service providers, technology providers, and industry associations
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Key definitions and introductions

e Global services market by revenue: Total services exports of all countries in the world. Includes notional revenues from in-house / shared services organizations as well
as revenues from third-party IT services and business process service providers. Does not include revenues from domestic (national) markets
— Business Process Services (BPS): Includes voice business processes (also contact center), non-voice business processes, industry-specific business processes, and

knowledge-based processes

— Information Technology (IT): Includes IT-Applications Development and Maintenance (ADM), infrastructure, testing, helpdesk, next-generation (cloud, mobility, social

media, etc.), and other services related to information technology. Excludes engineering and IT-R&D services

e Global services market by headcount: Estimated headcount (in terms of Full Time Equivalents — FTEs) involved in global services exports (see above) in 38 leading

delivery locations listed below:

Asia Pacific (APAC)

Nearshore Europe (NE)

/Iaerest Group®
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India

The Philippines
China
Malaysia
Singapore
Belarus
Bulgaria
Croatia

The Czech Republic
Estonia
Hungary
Ireland

Latvia
Lithuania
Poland
Portugal
Romania
Scotland
Serbia
Slovakia

Nearshore Europe (NE)

Latin America & the
Caribbean (LAC)

Middle East and Africa

North America

Copyright © 2019, Everest Global, Inc.
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Ukraine
Argentina
Brazil

Chile
Colombia
Costa Rica
El Salvador
Guatemala
Honduras
Jamaica
Mexico
Peru
Uruguay
South Africa
Mauritius
Morocco
Egypt

Canada



R,
Overview and abbreviated summary of key messages (page 1 of 2)

The Global Locations Annual Report 2019 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 about the size and growth of the global
services market, update of locations activity, changes in risk profiles of locations, and an analysis of the relative maturity, arbitrage, and
potential of locations for multiple functions.

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

Growth of global services market

the landscape e The global services market grew at a same pace in 2018 (compared to 2017) due to uncertainties in
legal/regulatory landscape (GDPR, Brexit, etc.), increased onshoring by enterprises, volatility in
currency fluctuations, and weakening financial sentiment across the world. In FTE terms, 2018
witnessed a slowdown in the overall growth for the global services industry

Key trends shaping

Evolving location portfolios

e Increased evidence of players rethinking their location strategies given rapid rate of product/service
evolution to reduce the time-to-market, changing customer expectations, and declining margins across
industries. Asia Pacific continues to witness the highest increase in new center setups for 2018, followed
by Nearshore Europe

e While APAC has been growing on account of increased focus on R&D/engineering service delivery,
growth across other regions has been driven by digital services
Shifting sourcing models and services mix

e There have been shifts even in sourcing models with enterprises adopting insourcing to a greater extent
as compared to outsourcing. Additionally, given increasing digitalization, companies are focusing more
on building skills in and delivery of IT-related services, particularly through the GIC model

The rise of reshoring

e Reshoring continues to grow amidst data protection and portfolio optimization. There is evidence of
sustained need for front-office and back-office integration, strong digital-ready workforce, and increased
regulatory oversight
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Eys%r;?gg Group EGR-2019-37-CA-3315



Overview and abbreviated summary of key messages (page 2 of 2)

At an overall level, evidence of significant variations in operating and business environment risk across
locations driven by multiple factors such as quality of IT/BP infrastructure, macroeconomic stability,
safety and security, regulatory environment, and ease of doing business

e Across Asia Pacific, most locations offer favourable operating environment; however, there are some
concerns around natural hazards in Indonesia and geopolitical environment in Malaysia

e Within Americas, there some concerns around political stability, macroeconomic stability, and safety
and security across locations such as Argentina, Guatemala, Honduras, and Nicaragua; other
locations, such as Chile, Costa Rica, and Uruguay, offer relatively lower business risks

¢ In Europe, Middle East and Africa, most locations offer favourable business environment backed by
strong infrastructure, strong macroeconomic conditions, and relatively stable political systems

PEAK Matrix™

/Iaerest Group®

The relative attractiveness of locations is driven by maturity, potential and cost-arbitrage over source

markets. While 2018 witnessed some changes in the relative positioning of the locations, going forward,

we expect significant changes as players look to optimize their portfolios by expanding into nearshore

markets

e Across Asia Pacific, India and the Philippines maintained their “leader” positions for specific English
delivery functions; there is evidence of increasing preference towards leveraging tier-2/3 locations

e Within Americas, Argentina and Costa Rica remained “leaders” for bilingual BPS delivery and are
also known for IT and contact center delivery

e In Europe, Middle East and Africa, Poland continued to remain “leader” for European languages BPS
followed by Ireland
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This study includes three distinct reports providing a deep dive into

key aspects of global services market; below are key charts to

illustrate the depth of the report (page 1 of 2)

Global services revenue and growth

| New center-setup activity by regions

Global services revenue and growth
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This study includes three distinct reports providing a deep dive into
key aspects of global services market; below are key charts to
illustrate the depth of the report (page 2 of 2)

Global service delivery maturity of leading delivery locations

Operating/business risk across leading global delivery locations
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Everest Group Locations PEAK Matrix™ for IT-ADM
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1 Current and forward-looking financial savings potential offered over source markets
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Note:  The assessment has been done only for a representative list of locations

Note2:  We used representative cities to depict typical talent-cost positioning for tier-1 and tier-2 cities for some countries (e.g., Bangalore as a tier-1 city and Kochi as a
tier-2 city in India); there could be other cities in the country that also offer comparable propositions to these cities

Source:  Inputs from market players, recruitment firms, and investment agencies
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Everest Group Locations PEAK Matrix™ for Analytics
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2 Considers relevant entry-level and experienced talent
Note1 The assessment has been done only for a representative list of locations
Note2: We used representative cities to depict typical talent-cost positioning for tier-1 and tier-2 cities for some countries (e.g., Bangalore as a tier-1 city in India and

Raleigh-Durham as a tier-2 city in the United States.); there could be other cities in the country that also offer comparable propositions to these cities
Source:  Inputs from market players, recruitment firms, and investment agencies
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The report also has a spreadsheet of data on locations activity in
2018 - new centers set up by GICs and service providers
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Global Locations Annual Report 2019: Demand for
Next-gen Services Defining Locations Strategies
Center Setup Activity Database

[Welor=11[0) gl IA=1[8]= Delivery center announcements in offshore and nearshore regions: 2018

Annual Report
ther comments
Montego Bay Advanced Call Center E 2 Established a new delivery center in Montego Bay, Jamaica. This is the company's fourt

Technologies (ACT) plans to further site in Montego Bay and has a total floor space of 50,000 square feet. With this facility
hire 600-800 ACT has almost doubled its aperational capacity in the country
FTEs
Taiwan Taoyuan City |Q1 ASM Pacific Technology |Plans to hire  |R8D: an R&D center in Taiwan to focus on the development of products and
Copyright © 2019 Everest Global, Inc. 100 FTES by solutions customizable according to the customers’ needs for Industry 4.0 projects and
We encourage you fo share these materials 2021 smart factories. The facility plans to hire 100 software engineers by 2021
granted, however, sharing these materials o
Unless you oblain the express, prior, and wri|dia Ahmedabad  |Q1 APCER Life Sciences | N/A IT - digital and industry Established a new delivery center in Ahmedabad, India. The fir plans to provide
the confidentiality of these s Specific (Pharma) compliance senvices to life science companies by integrating technology and digital
) L transformation
Malaysia Kuala Lumpur|Q1 AXA Plans to hire |BP — industry specific and IT — | Established a shared : Delivery center announcements in onshore regions: 2018

200 FTEs infrastructure and network  senices such as end-
The facility plans to hir

expertise in technical : P
ry ity B Quarter Service provider / Gl Headcount Other comments
R Bucharest  |Qi A Hied 100 |BP-CC Established a contact
omania uenares scensos piteg dans to e 2t s laeatan [Canada Halifax Q12018 Emst & Young (EY) | Plans to hire 150 | R&D/engineeri | Established a CeE in Halfax, Canada, for RPA senvices. The center will hire 150 data
have  total of contact solutions such FTEs ng scientists, application developers, system architects, project managers, and business
200 FTEs analysts
ndia Mumbai (@i Capgami A oA e e Capgemini ssiabiished (United States  Austin Q12018 Walmart Plans to hirs 48 |IT— ADM and | Established a technology hub in Austin, Texas, the United States_ The facility currently
e e ] FTEsbyJuly | R&D/enginesri lemplays 12 people and plans ta hire 48 additional employees in the areas such as data
2018 ng science, software development, mobile app development, and machine-leaming engineeril
United States | Boston Q12018 Accenture Plans to add 400 |IT Accenture launched an innovation hub in Bosten, Massachusetts, United States, and pla
Philippines |Manila Q1 XA Plans to hire  |BP — industry specific and IT —| Established a shared < people by 2020 to add 400 people by 2020 in areas such as digital, cloud, and security senvices
300 FTE: frastructure and netwark h as end-
S |mrastmicture and networ ;S:”éfhf;;;z oy [United States | Chicaga Q12018 Tredence Plans to hire 250 |IT and Established a new CoE in Chicago, United States. The firm, focusing on last mile analytic
expertise i tochnical | FTEs analytics | adoption, currently employs a total of 250 people, and plans ta double its headcount by t
Brazil Londina  |Q1 TCS Plans to hirs T and BP TCS opened a new fac : end of 2018 : : :
4000 pesple provide both [T and B |United States Indianapolis |1 2018 Infosys 150 FTESs T Infosys opened a technology and innovation hub in Indianapolis, Indiana, United States. T

new hub emplays 150 people and will help clients develop cross-functional solutions and
digitize and renew their care

United States  Los Angeles |1 2018 Chewy._com Plans to hire 400 |BP - CC Established a customer-seniice center in Los Angeles. Califomia. to offer customer suppc
FTEs by senices. The facility currently employs 1,000 peopls and plans to hire 400 more by the !
2018 of 2018
United States | Mountain View |Q12018 Omnicell NiA R8D/enginesri | Omnicell opensd a new CoE to develop medication management platform using complex
ngand IT— |senices such as robotics and predictive analytics
analytics
United States | New York i 2018 Conduent N/A BP-CC Conduent opened a call center in New York, United States
United States | Chio Q12018 Accenture Plans to add 200 |IT Accenture opened an innovation hub in Columbus, Ohio, United States, and plans to add
people 200 people. The hub will enable clients to modemize legacy applications, leverage disrupt
technologies. and take advantage of the latest IT delivery technigues
United States | Plano Q12018 Walmart Plans to hire 60 |R&Dfengineeri | Established a technology research center in Plano, Texas, United States, to work on nev
FTEs by the end |ng systems designed to improve store operations. The facility will use data science, machin:
o 2018 Ieaming, computer vision, and other technologies to solve issues related to carts in parkir
lots or spills in stores for Walmart
United States  |Redmond Q12018 HCL NiA T and HCL opened Lab 21. a technology development center, in Redmend, Urited States. to

KP/analytics |develop and deploy business solutions based on the Microsoft Al Platform. The center wil
focus on accelerating adoption for enterprise customers in areas such as business

Fver r ® Copyright © 2019, Everest Global, Inc.
RESeEAEgE G oup EGR-2019-37-CA-3315 10



-
Research calendar - Locations Insider™

Il Published Planned | | Current release
Flagship Locations Insider reports Release date
"Next-wave" Location Profiles — Tampa, Florida, United States March 2019
“Next-wave" Location Profiles — The Philippines March 2019
"Next-wave" Location Profiles — Guadalajara, MexiCo .. May 2019
“‘Next-wave" Location Profile — Hyderabad, India ... May 2019
"Next-wave" Location Profiles — San Jose, Costa Rica ... . May 2019
"Next-wave" Location Profiles — India . June 2019
"Next-wave" Location Profiles — Chennai . June 2019
iGIobaI Locations Annual Report 2019: Demand for Next-gen Services Defining Locations Strategies ____________________________ September 2019}
Location Spotlight — The Czech Republic. ... Q3 2019
Thematic Locations Insider reports
Talent Hotspots for Risk Analytics in BFSI ... May 2019
Regional Handbook: Focus on Digital Services Talent in Europe .. .. June 2019
Global Handbook — Focus on Language Skills Availability Across the World ... Q3 2019
Changing Fortunes of Delivery Locations — How Macroeconomic Factors Impact Delivery Locations? ... Q4 2019
Global Handbook — Focus on Next-Gen Skills Across the World L Q4 2019
What is the Role of Global Delivery Model in an Agile Construct? L Q4 2019
Regional Handbook — Focus on FinTech Talentin the US Q4 2019
Note:  For a list of all of our published Locations Insider™ reports, please refer to our website page
/aerest Group® Copyright © 2019, Everest Global, Inc. 11
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-
Additional Locations Insider™ research references

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

1. 2019 Locations Predictions: Follow the Talent (EGR-2019-37-V-3060); 2019. The report offers predictions on overall and location-specific services
delivery, upon which organizations can anchor their transformation agendas. This viewpoint recommends organizations to embed intentional design
principles in their location strategies, encompassing scope, drivers, planning, and stakeholders. It will help determine the key design principles to drive
enterprise-wide service delivery transformation and overall locations strategy prediction. In addition to it, it includes location-specific forecasts and key
risks to watch out for when transforming the delivery strategy

2. EU GDPR: What does the Disruption mean for your Industry (EGR-2018-0-V-2708); 2018. This whitepaper outlines the key changes proposed by
GDPR and their impact on global service delivery through the lens of increased overheads, opportunity for transformation, and push towards
consolidation. This paper highlights second-level insights into the business implications of GDPR across multiple industry verticals. This includes
perspectives on susceptibility to data breach, typical data flow structure, and related data privacy considerations across different industries

3. Global Locations Annual Report 2018: Service Delivery Portfolios in a Disrupted World | Key Trends Shaping the Landscape
(EGR-2018-37-R-2646); 2018. The global services locations landscape continued to witness growth in 2017 in terms of revenue, headcount, and new
center setup activity; however, the growth rate was lower than the previous year, given macroeconomic slowdown, increased trade protectionism, and
uncertainties in legal/regulatory landscape across the world. The Global Locations Annual Report 2018 is a unique and comprehensive guide to
understanding the nuances of the locations landscape and interpreting locations-related developments and trends to frame locations strategy. It
presents insights into the size and growth of the global services market, update of center set-up activity, changes in risk profiles of locations, and an
analysis of the maturity, arbitrage, and potential of locations (MAP Matrix™)

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

Hrishi Raj Agarwalla, Senior Analyst: hrishi.agarwalla@everestgrp.com
Rohan Kapoor, Senior Analyst: rohan.kapoor@everestgrp.com
Sakshi Garg, Vice President: sakshi.garg@everestgrp.com
Surbhi Gupta, Senior Analyst: surbhi.gupta@everestgrp.com

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