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Background of the research

e 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

e 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

e 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®

e 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:

e Leaders: Accenture and Avanade, HCL Technologies, Hitachi Solutions, and Infosys

e Major Contenders: Capgemini, Cognizant, Deloitte, HSO, IBM, LTI, Sonata, TCS, and Wipro

e Aspirants: Alithya, Birlasoft, UST, Visionet, and Yash Technologies

Scope of this report: Py
Geography @ Service providers [ \ Services
Global 18 '\ ﬁ /' Microsoft Dynamics 365
T . ./ services
Q>—/‘ N~
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Everest Group’s definition of scope of Microsoft Dynamics 365 services

NOT EXHAUSTIVE

Key functions

Project Customer data Business
Finance Supply Chain Sales Service Marketing HR Commerce Management platform Central

$ w dﬁ @ .b/:.- 000
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Advisory/Consulting services Implementation services Maintenance and support services

PO

Microsoft Dynamics 365 platform strategy and roadmap formulation, Requirements gathering, technical and functional design, Help desk management, monitoring, incident management, issue
mapping of existing technology landscape, product(s) selection, configuration design, workload migration, platform resolution, emergency fixes, environment management, ongoing
feasibility and readiness assessments, security assessment, setup, customizations, application development and testing, customizations and integrations, compliance and regulatory support,
integration strategy, governance, program management, change integration, and deployment new feature addition, minor and major usability enhancements, and
management, and CoE setup advisory ongoing application reengineering
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The report includes detailed profiles and buyer case studies for 18 leading service providers

Service Provider 1 | Microsoft Dynamics 365 services profile (page 2 of 5)
Overview

Service Provider 1 | Microsoft Dynamics 365 services profile (page 3 of 5)
Key solutions

Vision for Microsoft Dynamics 365 services: Service Prov|
transformation-focused global system integrator, leveraging ti
Microsoft Cloud to help its clients be successful in the post-p4

Partnership status with Microsoft: Gold partner
Number of projects completed in 2020: 878

Number of Microsoft Dynamics 365 experts: 3,208 Service Provider 1 | Microsoft Dynamics 365 services profile (page 4 of 5)

Investments and partnerships

Proprietary solutions (representative list)

Proportion of Dynamics 365 services revenue by busin, 1 Solution name Industry in focus Foc
B High (>30%) Solution 1 Horizontal Hori
Consulting Implementation I T TN Service Provider 1 | Microsoft Dynamics 365 services profile (page 5 of 5)
Solution 2 Horizontal Hori} .
P i 7 D ics 365 N by indi | Investment theme Focused Dynamics 365 modi Case StUdleS
roportion of Dynamics 365 services revenue by indusf| e TR o prmp— Data & Al and Power BI

W High (>15%)

Public sector Acquisition: Concert

Energy and utilities I Finance, supply chain, and ma|

Case study 1 A global non-profit organization m Breville

Ferranti
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o Provided a scalable solution built on one platform, with one partner to lower costs over time, and a
solution which is shareable across the entire non-profit sector
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Retail, distribution, N Electronics, hi-tech, v "
Acquisition Manufacturing Busi hall Busi hall
and CPG and technology usiness challenge usiness challenge
- Solution name Industry in focus Foc/ D ios 365 1 i The organization wanted to increase donor retention in a market where loyalty was declining. It wanted to Breville is a world leader in small kitchen appliances. Its existing Microsoft Dynamics AX application was
Itieallilmare and Travel and transport Solution 1 T e ) Su SX‘E?;:SWSS g::{i:r:osn A lnocuics increase visibility in target groups in individual markets. It wanted to become less dependent on limited region-specific, resulting in over a thousand that required IT support and
life sciences g il = = - access of (offline) acquisition channels. There was need to enhance interactions with donors based on maintenance. There was limited business visibility and no operational support. As a result, every time the
Others X “DA};T:":E; E)aeirl:very Center in All modules interests and behavior along with speeding up innovation. company opened in a new market, it had to increase headcount, which was costly and unsustainable.
Solution 2 Any Con ga, Spi Solution Breville wanted more consistent and efficient processes on a scalable, cost-effective platform that would
ope| Dynamics Delivery Center in All modules o ) ) o ) ) help it increase speed-to-market.
) Tokyo, Japan The organization and service provider created a reusable solution with full integration of CRM, ERP, and
Solution 3 Distribution, retail, and CPG Sup| digital marketing. Solution
Impact Service provider helped Breville with agile implementations of Dynamics 365 for finance and
Solution 4 Retail, CPG Con ‘ i i ini i i i i ity i
/\ « Gained a 360-degree view of donors and volunteers based on interaction and insights from all data ope:fatlons, with a minimal viable prc-duct to !n(roduce incremental functionality |m.provement§ and
Everest Group®  proprietary & Confidential. © 2021, Everest Global, Inc. | EGH Partner ecosystem solicas facilitate change management. Service provider created a core global template with successive wave
Solution 5 Manufacturing Sup| ) ) . . . L . deployments across 15 countries using a deployment kit, speeding the go-to-market process.
Adobe To-Incr| « Raised more funds with precise segmentation and Al-driven insights to reduce churn in monthly B " = B ) .
o 2 e Integration of Power Bl helped streamline access to data and analytics, allowing Breville to infuse
) subscriptions and increase growth in incidental supporters . 4 ) i
Sitecore Resco . i . intelligence across its business processes.
. with two-way comrr based on donor interests
Optimizely (formerly Episerver) Annata i M- Impact
A o Provided better financial insights ‘ ) ) ) , !
Everest Group®  proprietary & Confidential. © 2021, Everest Global, Inc. | EGH K3 SK Glo| o The solution supports Breville as it expands its business globally. The solution allows the company

to enter new markets 80% faster

« Supply chain transparency and visibility from Dynamics 365 help Breville communicate with its
customers about products availability and shipment tracking details

e The implemented solutions result in lower IT costs and allow Breville to add new products and
services with speed and ease



Research calendar
Enterprise Platform Services (EPS)

Il Published Planned [ Current release
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 September 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
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
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Everest Group®

With you on the journey

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.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

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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