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► Data & Analytics ► IT Services Executive Insights™ ► Talent Excellence ITS 
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► Engineering Services ► Locations Insider™ ► Workplace Services

► Enterprise Platform Services ► Market Vista™ ► Work at Home Agent (WAHA) Customer 
Experience Management (CXM)

► Finance & Accounting ► Mortgage Operations 

Our research offerings

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

Benchmarking

Peer analysis

Market intelligence

Contract assessment

Locations: costs, skills, 
sustainability, portfolios

Learn more about our 

custom research capabilities

Tracking: service providers, 
locations, risk, technologies

This report is included in the following research program(s): 
Enterprise Platform Services

mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/


Contents

Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-50-CA-4621 3

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

Abhishek Mundra, Practice Director

AS Yamohiadeen, Practice Director

Sangamesh Kadagad, Senior Analyst

Parvez Alam, Assistant Manager, IS

Sana Jamal, Assistant Manager, IS

1. Introduction and overview 5

 Research methodology 6

 Key information on the report 7

 Background of the research 8

 Scope of the research 9

2. Section: Microsoft Dynamics 365 Services PEAK Matrix® characteristics 10

 PEAK Matrix® framework 11

 Everest Group PEAK Matrix® for services 12

 Everest Group PEAK Matrix® for Microsoft Dynamics 365 services 13

 Characteristics of Leaders, Major Contenders, and Aspirants 14

 Service provider capability summary dashboard 15

3. Enterprise sourcing considerations 18

 Leaders 18

– Accenture and Avanade 19

– HCL Technologies 20

– Hitachi Solutions 21

– Infosys 22

 Major Contenders 23

– Capgemini 24

– Cognizant 25

mailto:yugal.joshi@everestgrp.com
mailto:sangamesh.kadagad@everestgrp.com
mailto:abhishek.mundra@everestgrp.com
mailto:as.yamohiadeen@everestgrp.com
mailto:sana.jamal@everestgrp.com
mailto:parvez.alam@everestgrp.com


Contents

Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-50-CA-4621 4

– Deloitte 26

– HSO 27

– IBM 28

– LTI 29

– Sonata 30

– TCS 31

– Wipro 32

 Aspirants 33

– Alithya 34

– Birlasoft 35

– UST 36

– Visionet 37

– Yash Technologies 38

4. Appendix 39

 Glossary 40

 Research calendar 41



Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-50-CA-4621

Microsoft Dynamics 365 Services PEAK Matrix® Assessment 2021

5

Background of the research

 Enterprises, especially small and medium, are adopting Microsoft Dynamics 365 to modernize customer experience and finance and operations, enable end-to-end visibility across the 
supply chain, and streamline marketing and sales. Large enterprises adopt Microsoft Dynamics 365 mainly to buttress their core ERP and CX

 Microsoft has established its sweet spot by closely integrating Dynamics 365 with Microsoft office, outlook, and teams. It has gained momentum in the market owing to lower TCO 
compared to its close competitors and faster time to market as it is SaaS-enabled

 To help adopt Microsoft Dynamics 365 across existing complex portfolio, service providers are investing in skilling talent and building robust accelerators to help enterprises in their 
digital transformation journeys

 In this research, we present an assessment of 18 service providers featured on the Microsoft Dynamics 365 services PEAK Matrix®

 The assessment is based on Everest Group’s annual RFI process for calendar year 2020, interactions with leading services providers, client reference checks, and an ongoing analysis 
of the Microsoft Dynamics 365 services market

This report includes the profiles of the following 18 leading service providers featured on the Microsoft Dynamics 365 services PEAK Matrix:
 Leaders: Accenture and Avanade, HCL Technologies, Hitachi Solutions, and Infosys
 Major Contenders: Capgemini, Cognizant, Deloitte, HSO, IBM, LTI, Sonata, TCS, and Wipro 
 Aspirants: Alithya, Birlasoft, UST, Visionet, and Yash Technologies

Geography Service providers Services
Global 18 Microsoft Dynamics 365 

services

Scope of this report:
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Finance Supply Chain Sales Service Marketing HR Commerce
Project 

Management
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Business 
Central

NOT EXHAUSTIVE

Microsoft Dynamics 365
Key functions

Microsoft Dynamics 365 platform strategy and roadmap formulation, 
mapping of existing technology landscape, product(s) selection, 

feasibility and readiness assessments, security assessment, 
integration strategy, governance,  program management, change 

management, and CoE setup advisory

Advisory/Consulting services

Help desk management, monitoring, incident management, issue 
resolution, emergency fixes, environment management, ongoing 

customizations and integrations, compliance and regulatory support, 
new feature addition, minor and major usability enhancements, and 

ongoing application reengineering

Maintenance and support services

Requirements gathering, technical and functional design, 
configuration design, workload migration, platform 

setup, customizations, application development and testing, 
integration, and deployment

Implementation services 

Across both cloud and on-premise deployment options

Everest Group’s definition of scope of Microsoft Dynamics 365 services
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This study offers three distinct chapters providing a deep dive into key aspects of Microsoft 
Dynamics 365 services market; below are three charts to illustrate the depth of the report

Everest Group Microsoft Dynamics 365 Services PEAK Matrix® Assessment 20211 Capability assessment                                                      Illustrative example 

Everest Group’s remarks on service providers Illustrative example 
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Leaders Major Contenders Aspirants

1 Assessments for Capgemini, Deloitte, and IBM exclude service provider inputs and are based on 
Everest Group’s proprietary Transaction Intelligence (TI) database, service provider public disclosures, and 
Everest Group’s interactions with buyers

Source: Everest Group (2021)

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall
Vision and 

strategy
Scope of 

services offered
Innovation and 

investments Delivery footprint Overall

Service provider 1

Service provider 2

Service provider 3

Service provider 4

Service provider 5

Service provider 6

Service provider 7

Service provider 8

Service provider 9

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Strengths Areas of improvement

 Service provider 1 is a good fit for enterprises seeking end-to-end 
business transformation with Microsoft Dynamics 365 especially in 
BFSI, manufacturing, and retail industries

 It has good account management capabilities, and its existing clients 
acknowledge leveraging the competency of service provider 1 for 
future requirements

 Service provider 1 may occasionally face challenges to retain a 
persistent team during an engagement 

 Mature clients need to evaluate service provider 1’s organization 
change management services since feedback is not consistent or 
Accenture doesn’t do it in many engagements

Measure of capability: HighLow

Measure of capability: HighLow

Accenture and
Avanade

HCL Technologies
Hitachi Solutions

Infosys

Leaders

HSO

LTIWipro

Sonata
Deloitte

Capgemini Cognizant
IBM

TCS

Aspirants

Major Contenders

Birlasoft
Yash Technologies

UST
Visionet

Alithya
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Flagship EPS reports Release date

Pega Service Provider Compendium 2021 February 2021

ServiceNow Services – the Uberization of IT, HR, and Employee Workflows February 2021

Enterprise Platform Services – Renewal Opportunity for Service Providers February 2021

Salesforce Healthcare Services – State of the Market 2021 March 2021

SAP S/4HANA Services PEAK Matrix® Assessment 2021 May 2021

SAP S/4HANA Service Provider Compendium 2021 June 2021

Microsoft Dynamics 365 Services PEAK Matrix® Assessment 2021 September 2021

Microsoft Dynamics 365 Service Provider Compendium 2021 Q3 2021

SAP S/4HANA Services – State of the Market 2021 Q4 2021

Microsoft Dynamics 365 Services – State of the Market 2021 Q4 2021

Supply Chain Management (SCM) Platforms PEAK Matrix® Assessment 2021 Q4 2021

Oracle Cloud Application Services PEAK Matrix® Assessment 2021 Q4 2021

Thematic EPS reports Release date

Cloud Management Platform Trailblazers: Top 10 Start-ups Creating Buzz in the Market October 2020

Assessment of the Niche ServiceNow Services Partner Ecosystem May 2021

Logistics Visibility Trailblazer Q3 2021

Note: For a list of all of our published EPS reports, please refer to our website page

Research calendar
Enterprise Platform Services (EPS)

PlannedPublished Current release

https://www2.everestgrp.com/reports?Cat0=1172
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness 
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be 
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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+91-80-61463500
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+91-124-496-1000

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

Toronto
canada@everestgrp.com
+1-647-557-3475

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our clients 
include leading global companies, service providers, and investors. Clients use our services to guide their journeys to achieve 
heightened operational and financial performance, accelerated value delivery, and high-impact business outcomes. Details and 
in-depth content are available at www.everestgrp.com.
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