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

01

Robust definitions 
and frameworks

Talent pool scalability 
and sustainability 

assessments,
cost arbitrage 
sustainability,

and risk assessment 
frameworks 

02

Primary sources 
of information

Annual contractual 
and operational RFIs, 
provider briefings and 

buyer interviews, 
web-based surveys

03

Diverse set of 
market touchpoints
Ongoing interactions 

across key 
stakeholders, input from 

a mix of perspectives 
and interests, supports 
both data analysis and 

thought leadership

04

Fact-based research
Data-driven analysis 

with expert 
perspectives, 

trend-analysis across 
market adoption, 
contracting, and 

providers

Proprietary contractual database of operating costs, labor pool, market activity, and risks (updated annually)
Year-round tracking of 300+ locations around the world

Large repository of existing research in on all offshore, nearshore, and onshore locations across regions (APAC, Europe, North America, LATAM, and Africa)
Over 30 years of experience advising clients on strategic IT, business services, engineering services, and sourcing

Executive-level relationships with buyers, providers, technology providers, and industry associations
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Background, aim, and coverage of this report

Over the last two decades, India has constituted a lion’s share in the overall global services 
delivery landscape and continues to be the most leveraged location globally. This is primarily 
driven by the country’s strong talent base to support all the major source geographies 
(such as the US, the UK, and Europe) at a significant cost arbitrage. The country’s stable 
business and operating risk environment and strong business resiliency exhibited during 
COVID-19 further amplifies the already strong value proposition.

Tier-1 Indian locations such as Bangalore, Mumbai, Hyderabad, and Delhi NCR are heavily 
leveraged for supporting the breadth and depth of global services – however, high attrition and 
intensifying competitive intensity in tier-1 hubs is forcing organizations to widen their India’s 
locations portfolio to include tier-2/3 locations. For this, market players will need to be 
cognizant of the value proposition (such as talent availability, services delivery portfolio, type of 
services being supported, key market platers, domestic vs global delivery, and business risk) of 
these tier-2/3 locations vis-à-vis tier-1 hubs.

This report aims to support market players in their quest for supporting the right 
service from the right location within India. It highlights the relative attractiveness and 
value proposition of key tier-1,-2,-3 cities for supporting global services delivery, based 
on a multi-faceted assessment.
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There are multiple drivers pushing global services delivery growth in India

India's Services Delivery Overview – Tier-1 Hubs Continue to Grow, Tier-2/3 Speeding Up

India offers one of the largest and youngest talent markets to support 
global services delivery across breadth and depth of IT Services 
(ITS), Business Process Services (BPS), and Engineering R&D 
(ER&D) services. The proposition is further strengthened with 
significant cost arbitrage (up to 80%) over source geographies.

Strong talent-cost proposition

With increasing maturity and saturation in tier-1 cities, enterprises and service 
providers are expanding their footprint across tier-2 and -3 locations 
throughout the country to leverage the untapped talent potential, lower 
competition and operating costs, as well as to diversify location risk.

Untapped talent pockets in tier-2/3 locations
India’s pro-investment government continues to make significant progress in 
strengthening the enabling ecosystem for global services delivery. Notable 
initiatives have been undertaken by state and central governments, and 
enabling bodies such as NASSCOM to facilitate industry growth.

Attractive business environment with pragmatic government support

With companies looking to drive business growth and 
transformation through the adoption of digital technologies, 
many Indian GBS organizations and providers are 
upskilling talent for niche technologies such as AI, ML, and 
IoT to gain buy-in from clients and parent enterprises.

Rise in demand for digital capabilities

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-37-R-5537
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This study provides a deep dive into the key aspects of India’s services delivery market; 
below are four charts to illustrate the breadth and depth of this report

Breakdown of export services revenue – by year Breakdown of export services headcount – by number of FTEs

Risk-reward assessment | tier-1 cities Market maturity | tier-1 cities

Note: E = Estimate
Source: Everest Group (2022)

Breakdown of export services headcount – by number of FTEs
2018-22E; in millions

YoY growth rate

Source: Everest Group (2022)

CAGRXX% XX%

2.9-3.1 3.0-3.2 3.1-3.3
3.4-3.6

3.7-3.9

2018 2019 2020 2021 2022E

5-7%
10-12%

Source: Everest Group (2022)

City Employed talent - ITS/BPS split
2022; in %

Evidence of global 
services delivery

Key functions supported 
(in order of prevalence)

Bangalore Application development/support, digital services, 
automation

Chennai Application development/support, F&A, IT infrastructure

Delhi NCR F&A, contact center, application development/support

Hyderabad Application development/support, digital services, IT 
infrastructure

Kolkata F&A, application development/support, IT infrastructure

Mumbai F&A, industry-specific BPS, application 
development/support

Pune Application development/support, digital services, F&A

59-61%

55-57%

48-50%

56-58%

50-52%

45-47%

56-58%

39-41%

43-45%

50-52%

42-44%

48-50%

53-55%

42-44%1 Reflects market average annual costs  for steady state of operations blended across the delivery pyramid and excludes capital expenses related to setup, transition, expat costs, and of economies of scale for large-scale operations
2 Represents presence of employed talent pool for ITS-BPS delivery
3 Combination of safety & security, quality of infrastructure and connectivity, quality of life, fitment of hybrid model, and government support

Source: Everest Group (2022)
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