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1.

Introduction and overview
e Research methodology

e Sources of information

Background and scope of research

Marketing services value chain

Executive summary

Marketing operating model

e Factors that will drive the transformation of the marketing operating model
e Structure of marketing operating model

Delivery model

e Factors behind lower adoption of offshore marketing delivery

e Hub & spoke delivery model

Sourcing model

e Elements of a sourcing model

Enterprise outsourcing priorities and provider initiatives

Adoption of offshoring by process by buyer size and industry

In-house sourcing landscape (Role of GBS)

— GBS delivery by industry and process

Finding the right balance in your sourcing mix
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e Global marketing delivery locations landscape
— Geography in focus: India
— Geography in focus: the Philippines
— Geography in focus: CEE

e Location optimization overview

e Talent sourcing framework

Enabling pillars

e Governance model for marketing operations

e Integrated technology stack

e Risk mitigation

e Operating philosophy

Fast forward: generative Al and your delivery model

e Impact of gen Al on marketing processes

e Impact of gen Al on marketing work distribution
e Enterprise considerations for adoption of gen Al
Appendix

e Glossary

e Research calendar

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-55-CA-6295

29
30
31
32
33
34
35
37
38
39
40
41
42
43
44
45
46
47



Background and scope of the research

The operating model for marketing teams has evolved rapidly in recent years. Marketing's traditional offline and localized model has been disrupted by the rise of the internet and
consequent globalization, making marketing a significant part of the enterprises’ global delivery strategy. Furthermore, recent global phenomena such as the COVID-19 pandemic, the
subsequent recession, changing consumer behavior, and the growth of generative Al (gen Al) have compelled marketers to rethink their marketing strategies and deliver more with less.

As marketers focus on reshaping their delivery strategies, the prime focus remains on “where, who, and how.” The answer to these three questions forms the bedrock of a robust marketing
operating model that will drive relevant, personalized, automated, and cost-efficient marketing campaigns for the consumer of today.

In this report, we define the multiple layers of the marketing operating model and discuss the importance of a robust delivery and sourcing model that forms the core of marketing
operations. We further analyze the marketing offshoring/nearshoring landscape and the key benefits of marketing services delivery from low-cost, talent-rich regions. We provide a detailed
overview of the in-house and outsourced sourcing strategies, along with the underlying factors that will make or break the overall marketing operating model.

We focus on:
e The key factors that will lead to the transformation of marketing operations as we know it

e The fundamental elements of the marketing operating model — delivery, sourcing and talent, and enabling pillars (integrate technology, risk mitigations, governance, and operating
philosophy)

e How to evaluate the impact of gen Al on marketing delivery

Scope of this report N,
& & )
w el
N~
Geography Service providers Services Use cases

Global 35+ marketing 250+ enterprises Marketing services
service providers
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Overview and abbreviated summary of key messages

This report examines the global 2023 marketing services landscape. It focuses on the various elements of marketing delivery and sourcing landscape that collectively form the global
marketing operating model. It provides key insights for enterprise sourcing strategies and highlights the benefits of offshoring/nearshoring marketing activities to low-cost delivery centers. It
further defines the enabling ecosystem for the marketing operating model and highlights the impact of generative Al on enterprise marketing strategies.

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

Marketing’s operating model e A growing need for talent, coupled with macroeconomic factors, have led to the rapid evolution of the marketing services operating
is primed for disruption model

e The evolution is set to happen rapidly, with the tried-and-true hub & spoke model forming the basis of future evolution

Evolution sparks transformation e The result of enterprise customers’ plethora of demands is service providers rapidly globalizing delivery and deepening expertise to
in sourcing priorities become the partner of choice

e Content and campaign processes adoption is strong across enterprises and sourcing choices

Enabling pillars take shape e Technology platforms have become critical in enabling a global operating model; many technology providers already have suitable
to accelerate growth offerings in the market

e Firms will need to choose appropriate governance models, build rich enterprise cultures, and assess multiple risk factors when
designing their operating models

/Eerest Group®



This study offers seven distinct chapters providing a deep dive into key aspects of
marketing operating model; below are four charts to illustrate the depth of the report

Marketing’s operating model
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| Maturity nearshoring/offshoring across corporate functions
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| Distribution of GBS centers by level of participation in marketing services delivery

Role of GBS in driving the
enterprise’s marketing services agenda
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Research calendar
GBS/SS Talent Excellence

Il Published [l Current release

Reports title Release date

Future of Work: Shift to Hybrid Delivery Models January 2023
Webinar Deck: Sustainability in the New Year: Follow Through on Resolutions for People and the Planet February 2023
Talent Demand Trends | India IT Services — H2 2022 May 2023
Top GBS Employers™ in India, the Philippines, and Poland — 2023 July 2023
Top Employers for Tech Talent™ in India, the US, and the UK — 2023 July 2023
How GBS Organizations Build Differentiated Employer Brand Perception August 2023
Generative Al: The Disruption the GBS Model Needs, or Just Another Over-hyped Technology? August 2023
Virtual Roundtable Discussion Deck: The State of Insurance GBS: Igniting Innovation, Expanding Scope, and Driving Talent Strategy August 2023
Talent Demand Trends | India IT Services — H1 2023 August 2023
Roundtable Discussion Deck: India GCCs Propelling the Next Wave of Growth for Life Sciences Organizations September 2023
Virtual Roundtable Discussion Deck: Positioning GCCs for Success: Drive Superior Value and Advance Business Impact October 2023
Webinar Deck: The State of the GBS Market: Opportunities and Success Strategies for GBS Leaders November 2023
Impact Sourcing for Sustainable Development and a Brighter Future: Impact Sourcing State of the Market 2023 December 2023
Webinar Deck: Key Issues for 2024: Creating Accelerated Value in a Dynamic World December 2023
Global Marketing Operations: the Central Piece of Your Marketing Transformation December 2023

Note: Click to see a list of all of our published GBS/SS Talent Excellence reports
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Research calendar
Marketing Services

Il Published Planned [l Current release
BPS Top 50 — 2022 June 2022
A New Paradigm of Marketing Beckons: Marketing Services State of the Market Report 2022 November 2022
Dawn of the Planet of the Bots: Intelligent Automation and Marketing Services December 2022
Marketing in a Permacrisis: a CMO Survival Toolkit January 2023
Marketing Services PEAK Matrix® Assessment 2023 February 2023
The X, Y, Z of Marketing March 2023
Marketing Services — Provider Compendium 2023 April 2023
Generative Al: The New Age of Artificial Intelligence May 2023
Safeguarding Brand Reputation in the Modern Era September 2023
The Yin and Yang of Today's Marketing: Marketing Services State of the Market 2023 October 2023
Marketing’s Generative Al-ffair: Infusing Generative Al's Magic into Enterprise Marketing Functions December 2023
Global Marketing Operations: the Central Piece of Your Marketing Transformation December 2023

Note: Click to see a list of all of our published Marketing Services reports
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situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
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at www.everestgrp.com.
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