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Background of the research

COVID-19 has fundamentally altered the Work-From-Home (WFH) proposition for global organizations, prompting a shift from opportunistic leverage in 2020 to rapid integration of WFH
within a future delivery model strategy. As organizations enter 2021, WFH strategy design and implementation will be critical to ensuring future success. However, this will not be the same
as WFH during 2020. As the world looks beyond COVID-19, both employer and employee preferences will change, and so will the approach toward WFH.

Methodology: This report is based on primary analysis of 100+ Global Business Services (GBS) / Global In-house Centers (GICs) / shared services centers of leading global
organizations, and synthesized learnings and best practices in frameworks and case studies that can be leveraged to design a future WFH strategy.

While many organizations are addressing key WFH-related challenges in an agile manner, there is need to proactively design a future WFH strategy to align this with organizational needs
and objectives. In this report, we have primarily covered four key aspects:

Outlook toward WFH model and the extent of adoption

Key design elements and approach to integrate WFH into future GBS delivery models

Emerging trends, best practices, and use cases from leading global organizations / GBS

Key challenges and success factors to enable success of a sustained and scaled WFH model

Scope of this report:

Key learnings Key elements Case studies

Key learnings from the 2020 WFH Deep dive into six key elements Case studies highlighting key
experiment and expectations for 2021, of building a future-proof Work- <".> initiatives and success factors
including key success factors for a From-Home strategy for GBS for leading global organizations

scaled, sustained WFH model organizations
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Overview and abbreviated summary of key messages

In this report, we provide an in-depth analysis of the WFH strategy adopted by leading global organizations, including extent of adoption, key design elements, approach to integrate WFH in
future GBS delivery models, emerging trends, best practices, and use cases from leading GBS / global organizations. The study concludes with six key elements of building a future-proof
Work-From-Home strategy for GBS organizations.

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

Observations in 2020

Expectations for 2021 and

Designing a future-proof
WFH strategy
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The 2020 WFH experiment was a big success. Organizations primarily focused on transitioning existing workforce to WFH model and tackling
challenges associated with the new working model

Most governments and organizations adopted a reactive approach and made adjustments as per evolving circumstances

WFH expected to become an integral part of the services delivery model

Focus on strategic use of WFH model to improve delivery and talent models — target new talent markets, improve retention, and improve
employee experience

Most governments and organizations expected to adopt a proactive approach to define policies (taxation, labor laws, etc.) to enable hybrid
delivery, going forward

As GBS organizations build a future WFH strategy, there are six key elements they need to address

—  Work portfolio

— Talent model

—  Locations portfolio

— Technology and real estate infrastructure
—  Performance management

— Risk management



This study analyzes emerging trends, best practices, and use cases from leading global
organizations, providing a deep dive into six key elements of building a future-proof WFH
strategy for GBS organizations

The 2020 WFH experiment was a big success; however, organizations are adopting a

pragmatic approach as they plan for 2021 and beyond

Observations in 2020
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Current outlook toward WFH

Cautious
WFH not sustainable; eager to
resume in-office operations
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WELLS
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“It's remarkable it's working as well as
itis, but | don't think it's sustainable.”
~ Jes Staley, CEO, Barclays

JP Morgan has noticed productivity
decline among employees and wants
them to return to office

Wells Fargo expects minimal change

in the working model, will go back to the

pre-COVID-19 model

Global companies are increasingly clarifying their stance on the future of WFH,
with some being more bullish about sustaining a scaled WFH model than others

Optimistic
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Adopting WFH within the BAU delivery model; actively mitigating WFH-1

»>

BNY MELLON

amazon
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Amazon plans to hire 20,000 seasonal staff in
customer service. Most positions are part of a
program that provides flexible work-from-home
options

At Microsoft, employees will be allowed to work
from home for less than half of their work week —
and could work from home entirely if approved by
their manager

Primary data collection; interviews with market participants; Everest Group (2021)
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I As GBS organizations build a future WFH strategy, there are six key elements they need to
m G address

Elements of WFH strategy
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Research calendar
Talent Excellence GBS

Il Published Planned [ Current release
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Playbook: Integrating Work From Home (WFH) in the Global Business Services (GBS) Delivery Model June 2020
Workforce Productivity: The Next Frontier in Improving Organizational Efficiency June 2020
Engineering Services Skills Handbook: Preparing for Next Wave of Growth in Global ER&D July 2020
Winning the War for Talent: An Enterprise Guide to Building a Sustainable Workforce Strategy July 2020
Charting the Skilling Journey to Build the IT Services Talent of Tomorrow: Replacing the Commodity IT Services Role Definitions August 2020
Future of Work-From-Home in GBS | Separating Hype from Reality May 2021
Skilling Strategies for GBS Organizations | Pinnacle Model™ Analysis 2021 Q2 2021
Unlocking GBS Workforce Productivity Q2 2021
Role of Next Generation Technologies in Talent Acquisition Q3 2021
Next-generation Talent Practices for Evolving GBS Needs Q3 2021
Global Workforce Strategy Planning | Pinnacle Model™ Analysis 2021 Q4 2021

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