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Background of the research

= The Infrastructure Outsourcing (I0) market continues to evolve with offshore suppliers maturing as
infrastructure service providers, enabled by remote infrastructure management (RIM) technology

= As offshore suppliers mature and reach critical size, they come up against the need to target larger
buyers to keep growing their RIMO practice at a healthy pace. This led to convergence of the
traditional and offshore models. However, this move meant that they had to start playing by rules long
established by the traditional players

= Offshore suppliers in this emerging scenario may be facing a “crisis of genre” that may restrict their
growth unless they can strike a balance between targeting large buyers and staying away from
playing according to traditional rules

The scope and methodology of this report includes

= Data-driven analysis of the evolution of different models in the 10 market

= Analysis of the key differences between infrastructure service delivery models

= Overview of likely offshore RIMO suppliers’ strategies based on their market signals

Fluid IT concept attribution
= The concepts represented by "Fluid IT" originated with Dell Inc. and were developed with the
assistance of Everest Group
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This report provides an update of the maturing RIMO market. The RIMO model of infrastructure service
delivery gradually emerged as a viable alternative to the traditional infrastructure outsourcing model

As large Indian suppliers started reaching critical mass in 10 in spite of the economic slowdown, their
client target profile approached that of the MNC suppliers, and forced them to consider traditional rules
of 10. Multiple factors helped create a “crisis of genre,” forcing offshore suppliers to deviate from the
game-changing innovations they brought to the 10 delivery marketplace.

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

SR E oAl = The RIMO model of infrastructure service delivery gradually emerged as a
the offshore viable alternative to the traditional infrastructure outsourcing model
offerings = The RIMO market slowed down significantly after 2007 primarily due to
recession. Nonetheless, offshore suppliers that pioneered RIMO
increasingly signed larger deals with more complex pricing models

Shifting rules of = As large Indian suppliers started reaching critical mass in 10, their client
infrastructure target profile started rapidly approaching that of the MNC suppliers
offshoring = Playing in the large buyers segment forced them to consider shifting to
traditional rules of 10 often exercised by large buyers
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Crisis of genre = The growing maturity of offshore suppliers, adoption of labor arbitrage and

facing offshore change in the buyer’s mindset toward 10 create a “crisis of genre,” forcing

suppliers offshore suppliers to deviate from the game-changing innovations they
brought to the 10 delivery marketplace

= Offshore suppliers need to balance between building creative 10 offering,
and respecting the biases of large buyers

= Some of them have started offering differentiated approach to 10 service
delivery while others are targeting large deals and playing by traditional
rules
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ILLUSTRATIVE
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ILLUSTRATIVE

Company Offering assessment
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Supplier 4 "

Supplier-1's IT-as-a-Service services platform offers multiple service modules (e.g., asset
management) that buyers can implement on a stand-alone basis or combine to form service
solutions

Buyers can purchase each module of the offering on a short-term subscription basis. The
majority of modules today focus on end-user services

Supplier-2’s Global Modular Services (GMS) offering emphasizes integration with existing

in-sourced or multi-vendor environments

Modular services are tiered to provide flexibility and customization on request and include
Advanced: Includes ITIL-based service management, monitoring and automation
Basic: Primarily monitoring and management offering; buyer-owned assets
Global staffing: Staff augmentation model using buyer’s tools and processes

Supplier-3's Integrated Infrastructure Management (IIMTM) offering organizes services around
“like” process bundles rather than individual, isolated components

Services are defined in a Service Catalog and “sold” to the business as individual SKUs

Key operational benefits of the offering are flexibility and scalability

Supplier-4’s Adaptive Infrastructure as a Service (AlaaS) offers a pre-built infrastructure
delivered through standard automated processes and procedures

Supplier-4’s offerings have multiple modular features (e.g., discrete productized offerings,
standardized approach) (i.e., “pre-built” infrastructure)

Although it incorporates elements of modularity, it is largely positioned as an end-to-end service
offering
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The following documents are recommended for additional insight on the topic covered in this Research
Report. The recommended documents either provide additional details on the topic or complementary content
which may be of interest

1. Adoption of Modular Architecture in IT Infrastructure Outsourcing (ERI-2009-4-R-0333); 2009: This report is
the second on the concept of modularity in IT and describes our observations around challenges and best
practices in building modular infrastructure solutions

2. ITO Request for Information 2008 (ERI-2008-4-R-0287); 2008: The Everest ITO Request For Information (RFI)
exercise was conducted in Q2, 2008. We analyzed a representative sample of responses from leading ITO
suppliers. These included large multinational suppliers with headquarters in Europe, North America, and India

3. Emerging Supplier Dilemma in the Remote Infrastructure Management Market (ERI-2008-4-R-0254); 2008:
This report discusses how the continued maturity of the remote infrastructure management outsourcing (RIMO)
suppliers’ offerings led to a strategic dilemma facing 10 suppliers. It also examines the strategies adopted by
leading offshore suppliers in order to address the dilemma facing them

For more information on this and other research published by the Everest
Research Institute, please contact us:

Ross Tisnovsky, VP Research: rtisnovsky@everestgrp.com
Shiraz Ritwik, Research Director: sritwik@everestgrp.com
Soumit Banerjee, Senior Research Analyst: sbanerjee@everestgrp.com

Everest Research Institute

Two Galleria Tower

13455 Noel Road, Suite 2100 Phone: +1-214-451-3110

Dallas, TX 75240 Email: info@everestresearchinstitute.com
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Everest Research Institute has the resources, experience, and capabilities to provide
companies with the strategic intelligence, analysis, and insight that are crucial to
making the right decisions in today’s outsourcing marketplace.

With the vision of our leadership team, the personal commitment, and indeed, the
passion of our professionals to deliver real value to our clients, our organization is
unsurpassed in its ability to guide your company’s future success.

Everest Research Institute Everest India

Two Galleria Tower % ' Ground Floor, Tower A
13455 Noel Road, Suite 2100 Unitech Business Park
Dallas, TX 75240 South City - I, Gurgaon
U.S.A. National Capital Region
+1-214-451-3110 India 122001
WwWWw.everestresearchinstitute.com +91-124-304-1000
info@everestresearchinstitute.com

Everest Australasia
409a Wattletree Road
East Malvern

Everest Group
150 E., 52nd Street, 161 Floor

New York, NY 10022 VIC 3145

US.A. Australia
+1-646-805-4000 +61-3-9509-3933
Everest Canada Everest UK Everest Netherlands & Continental Europe Everest Australia

The Exchange Tower 1st Floor, Accurist House Atrium Building 3" Floor Level 6, 90 Mount Street
130 King Street West, 44 Baker Street Strawinskylaan 3051 North Sydney

Suite 1800 London, W1U 7AL 1007 ZX Amsterdam NSW 2060

Toronto, ON United Kingdom Netherlands Australia

Canada M5X 1E3 +44-870-770-0270 +31-20-301-2138 +61-3-9509-3933

+1-416-865-2033
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