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Global services market developments in 2023 | summary of key developments

While the global services industry had a strong post-pandemic rebound and recorded double-digit revenue growth in 2021 and
2022, its growth rate declined significantly in 2023, with a revenue growth of 3-5%

Service provider revenue was significantly impacted by a pullback in discretionary spending and project delays/cancellations

In line with the revenue, the headcount growth across most providers was also limited

The GBS model; however, grew significantly, both in terms of new center setups and an increase in headcount in the existing
centers

In spite of the top-line pressure, major service providers managed their profitability well

Service providers and mature GBS organizations took advantage of the talent war ceasefire to rebalance their service delivery
locations portfolios

Talent development (upskilling/reskilling) gained prominence over talent acquisition
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Global services market outlook for 2024 | key trends that will shape the market in 2024

We are entering
2024 with

cautious
optimism.
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There are
indications of
growth revival

in outsourcing,
with green shoots
emerging in most
disrupted
segments.
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The GBS model
is expected
to maintain

its momentum
in 2024.
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Enterprises will
increasingly
engage with
providers to help
them set up,
grow, and
transform their
GBS.
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Cost pressures
will force GBS
and service
providers to

deploy innovative

cost optimization
strategies.

Service delivery

locations portfolio

rebalancing is
on the cards.

Talent
management
and development
(and not
acquisition)

will take center
stage.
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Provider developments | framework for assessment

Financial performance Provider center setups
Financial performance of MV Delivery center setups for

index providers CE : providers

Revenue and headcount

Revenule le)lnld h:adfcf:o:nt grr]on:h of Provider M&AS
global and otfshore-heritage activity M&A activity of providers
providers
Alliances

Market Vista provider transactions

Outsourcing transaction activity for
providers

Alliance activity of providers
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Outsourcing transactions | framework for assessment

Deal drivers: representative of global services demand from enterprises Deal attributes: representative of incremental supply provided by providers

e B

Buyer revenue ) Deal duration
Size of the buyer enterprise (e.g., <US$1 billion, Timeframe of an outsourcing deal (e.g.,
US$1-10 billion, and >US$10 billion) 0-3, 3-5, 5-7, and >7 years)

Enterprise headquarters
Headquarter geography of the buyer

Elements related terprise (e.g., North America (NA) OUtSOUfCinQ Digital
en erp”se e.g., (0] merica , . i ital . E|ements defining the
(o the nterprise < the Restof Europe (RoE) the UK, and transactions Pigtafocused outsoursing deal . ements defnng
signing the deals the Rest of the World (RoW))
Vertical mix Deal size

Industry of the buyer enterprise (e.g., BFSI,
manufacturing, retail and Consumer Packaged million, US$50-99 million, US$100-199
Goods (CPG), Energy and Utilities (E&U), million, US$200-999 million, and
healthcare, technology and communication, >US$1,000 million)
and government) p,

Value of an outsourcing deal (e.g., <US$50
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Global Business Service (GBS) market activity | framework for assessment

GBS drivers: representative of global services demand from enterprises GBS attributes: representative of incremental supply supported by new in-house
delivery centers

- ~
Region

Region of the new in-house delivery
centers (e.g., APAC excluding India, CEE,
Latin America (LATAM), the UK and
Western Europe, NA, and MEA

Enterprise revenue

Revenue of the enterprises categorized in
>US$10 billion (large), US$1-10 billion
(midsize), and <US$1 billion (small)

Enterprise headquarters
Headquarter geography of the

enterprise (e.g., Asia Pacific Function
Elements related (APAC), North America (NA), the (G BS) market Functions supported by the new Elements defining the
to the enterprise < UK and Western Europe, Latin activity in-house delivery center (e.g., IT, > attributes of the new
establishing GBS America, Middle East and Africa BP, or both) in-house delivery center

(MEA), and Central and Eastern
Europe (CEE))

Vertical mix

Industry of the enterprise (e.g., BFSI,
manufacturing, retail and CPG, E&U,
healthcare, technology, and government)

Digital
Digital-focused new
in-house delivery center
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Location activity | framework for assessment

New overall center setups

Overall center setups Tier activity
Total center setups across onshore and Center setups across tier-1 and tier-2/3
offshore-nearshore locations locations

Type of center In-house and 9 Top-10 locations
Center setups across providers delivery XL Center setup share of top-10
providers and GBS setup activity ANZA locations

Digital landscape
Digital activity distribution

Activity across regions
Center setups across regions: APAC,
nearshore Europe, LATAM, and MEA
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Provider developments | Market Vista™ Index providers

I:I Engineering providers

Global providers
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1 This report covers only IBM Consulting

2 AKKA and Modis merged to join Akkodis

3 LTl and Mindtree merged to join LTIMindtree

Note: Worldline, Atos’s payment group, was deconsolidated from Atos’ account
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Market Vista™ encompasses a suite of offerings
Multiple delivery formats allow global sourcing managers to access information in a way that supports the decision-making process

Covered in

Market Vista™ offering Description annual membership
Quarterly and e Quarterly report with in-depth coverage of transactions, location, GBS, and provider trends v
annual reports e Annual report covering summary of the quarterly reports, along with forward-looking views for the upcoming year
Industry insight Industry-specific reports covering details on global sourcing adoption in leading enterprises and markets (healthcare, v
reports life sciences, CPG, insurance, banking, capital markets, and oil & gas)
Key issues in global These are unique reports based on annual surveys that capture market sentiments across buyers and providers on v
sourcing reports key aspects of the global sourcing industry
Location database Annually updated database of location statistics, e.g., cost, attrition, and inflation rates, for 25 major cities v
Blogs/viewpoints Viewpoints and blogs on contemporary global services issues of interest to enterprises, SSCs / in-house delivery v

centers, and providers
Analyst consultation Analyst access for personalized insights and additional perspectives v
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Research calendar

Market Vista™

Published Current release Planned
Reports title Release date
Market Vista™: Industry Insights — Healthcare October 2022
Market Vista™: Industry Insights — Retail and CPG December 2022
Market Vista™: Q4 2022 December 2022
Market Vista™: Q1 2023 March 2023
Market Vista™: 2022 Year in Review and Outlook for 2023 April 2023
2023 Key Issues in Global Sourcing April 2023
Market Vista™: Q2 2023 June 2023
Market Vista™: Industry Insights — Oil and Gas June 2023
Market Vista™: Q3 2023 September 2023
Market Vista™: Industry Insights — Life Sciences December 2023
Market Vista™: Q4 2023 December 2023
Market Vista™: Q1 2024 February 2024
Market Vista™: 2023 Year in Review and Outlook for 2024 March 2024
Market Vista™: Q2 2024 Q2 2024
Market Vista™: Q3 2024 Q3 2024
Market Vista™: Q4 2024 Q4 2024

Note: Click to see a list of all of our published Market Vista™ reports
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique 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 talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please review this notice carefully and in its entirety. Through your access, you agree to Everest Group’s terms of use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by reference as if
fully reproduced herein. Parts of these terms are pasted below for convenience; please refer to the link above for the full
version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities regulatory authority.
For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the law or
any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity.

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any
warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use and any
reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor, and nothing
provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group provides is an offer to
sell or a solicitation of an offer to purchase any securities or instruments from any entity. Nothing from Everest Group
may be used or relied upon in evaluating the merits of any investment. Do not base any investment decisions, in whole
or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute any
recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or (2) enter into a
particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or representation as to
past, present, or future performance of a business or a market. The information contained in any Everest Group Product
and/or Service is as of the date prepared, and Everest Group has no duty or obligation to update or revise the
information or documentation. Everest Group may have obtained information that appears in its Products and/or
Services from the parties mentioned therein, public sources, or third-party sources, including information related to
financials, estimates, and/or forecasts. Everest Group has not audited such information and assumes no responsibility
for independently verifying such information as Everest Group has relied on such information being complete and
accurate in all respects. Note, companies mentioned in Products and/or Services may be customers of Everest Group or
have interacted with Everest Group in some other way, including, without limitation, participating in Everest Group

research activities.
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