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Introduction

Scope of this report
Geography Industry Services
Global Cross-industry IT and business 

process services

Background of the research
Uncertainty, inflation, and macroeconomic instability are the buzz words defining the global business environment in 2023. Forecasts of a fast-approaching recession are gripping 
businesses across the globe and pushing them to adopt a cautious outlook toward business growth in the coming year. Most organizations are focused on minimizing cost/price pressures 
in the face of growing inflationary headwinds, especially as service providers are looking to increase bill rates. Further, what sets this recession apart from those in the past is the significant 
talent demand and supply gap. For the past few years, the talent demand-supply gap has been a growing concern in the IT-BP industry and is expected to continue even under 
recessionary sentiments. More importantly, as requirement for services stabilizes after the high pent-up demand in 2022, the recessionary pressures are expected to further impact the 
industry. Today, the challenge is to ride out these uncertain times while managing the talent gap. This report provides perspectives on how leading GBS have been impacted in 2022 and 
are planning to develop resiliency in these uncertain times.

Methodology
Our global services market Key Issues research is based on annual surveys that capture the pulse of the market on key aspects of the global sourcing industry. This report presents the 
results of a study we conducted in October and November 2022 with senior GBS stakeholders to understand their thoughts as they undertook planning for 2023.

Report focus
 Top business challenges and critical business model changes in 2022
 Outlook and priorities for 2023
 Key themes defining the IT-BP industry during these uncertain times
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Some of the findings in this report, among others, are:

This report presents the results of our Key Issues survey that captures the pulse of the global sourcing industry, as perceived by the senior stakeholders at global enterprises from different 
departments, including Global Business Services (GBS), and providers. The research also provides perspectives on how GBS have been impacted in 2022 and are planning to develop 
navigate the uncertain times as 2023 unfold.

Overview and abbreviated summary of key messages

GBS are positioned to build on a strong foundation and take on a more strategic role within the enterprise

Be selective about areas where GBS invest – must align with strategic needs of the enterprise while balancing short- and long-term needs

Hiring/growth outlook for GBS looks strong with aggressive hiring targets, as most GBS are still struggling to acquire and retain relevant talent

Maintain priority focus on skill development and retention initiatives – the talent shortage is systemic and is here to stay

The service delivery model will continue to evolve. Enterprises are rethinking services sourcing strategy to balance the leverage of outsourcing and in-house models

Accelerate service delivery and operating model transformation as the nature of work, worker, and workplace evolves simultaneously

As the economic slowdown continues, pragmatic digital investments will be prioritized over moonshot investments

Re-evaluate priority areas for investments in digital technologies and digital skills that help build/enhance core capabilities for enterprises
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This reports offers insights into how GBS have been impacted in 2022 and are planning to 
navigate the uncertain times as 2023 unfolds

Despite macroeconomic uncertainty, industry expects to remain resilient GBS are prioritizing service delivery resiliency and digital transformation

Role of GBS is expected to expand Enterprises are looking to scale hiring within their GBS 

10.4%

32.1%

37.3%

14.2%

6.0%

Increase significantly
(More than 10%)

Increase moderately
(3-5%)

Nearly Flat
(+2% to -2%)

Decrease moderately
(3-5%)

Decrease significantly
(More than 10%)

Source: Everest Group Key Issues 2023

Expected change to global services (across outsourcing and in-house delivery models) budget in 2023
Percentage of enterprise respondents

Source: Everest Group Key Issues 2023

Top business priorities for GBS, going into 2023
Ranking based on percentage of GBS respondents selecting as the key priority

Service delivery resiliency 
and risk management

Digital 
transformation

Innovation across products 
and services

Productivity 
improvement

Talent acquisition 
and management

#1 #2 #3 #4 #5

Source: Everest Group Key Issues 2023

Critical goals for GBS in 2023
Percentage of GBS respondents selecting as a critical goal

Build/increase global ownership positions

Build/scale change management capability

Drive the external ecosystem (service providers, start-ups, technology providers, etc.) for the enterprise

Talent development (upskilling/reskilling)

Improve degree of integration with the business/enterprise

Increase the role of GBS in sourcing decisions for the enterprise

Use GBS to improve collaboration within IT and operations teams 

Scale automation to effectively deliver capacity savings of 10% or more
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Top talent priorities in 2023
Raking based on percentage of respondents selecting as the key priority

Recruiting more 
aggressively

Upskilling the existing 
talent pool

Adopting alternative talent 
models, e.g., contingent and 

gig workforce
Focusing on culture and 
employee experiences

Leveraging digital 
technologies for talent 

management

Global Business Services #1 #2 #3 #4 #5

Enterprises #3 #1 #4 #2 #5
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