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The increasing complexity of the outsourcing market 
has amplified the risk exposure for companies

Vendor and model proliferation 
Multiple service providers and business 
models

Large span of functions
Typically combination of many IT, BPO 
and some KPO services

Increasing scope
Significant proportion of operations now 
in low cost locations

Dynamic economies
Most delivery locations are emerging 
economies going through rapid change

Global delivery chain
Services often delivered from multiple 
locations with diverse risk footprint

Regulatory risk
Ensuring compliance with regulatory 
guidelines in source and destination 
countries across suppliers

Performance risk
Managing quality of 
service delivery, attrition, 
knowledge retention

Business case risk
Managing wage 
inflation without 
affecting quality of 
service

Concentration risk

Data security and 
intellectual property risk
Implementing measures to 
safeguard data and 
intellectual property

Business continuity risk

Currency risk

….

Factors driving increased risk Examples of risks

Most large companies have capabilities in global risk management. However, the level and type 
of risk exposure that is emerging from the globalization of services is unprecedented
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Sourcing leaders are being asked to manage risks 
associated with global sourcing and support the 
delivery of transformational results

What are my 
peers doing?

What is the real 
inflation and how 

does it compare to 
price increases in 

my portfolio?

How can I better 
manage forex 

changes?

Are there 
opportunities 

to optimize my 
pricing?

What new risks are 
my suppliers taking 

on?
Who are the 

emerging 
suppliers in my 

areas?

How are the 
relative costs 

moving across 
locations?

Are there new 
govt. incentives 
that I can avail?

What new service delivery 
models/ suppliers are my 

peers leveraging?

Are their any new 
political or macro- 

economic risks I need 
to be aware of NOW ?

Key decisions that Sourcing managers need to support 
Comparison with peers
Location risk management
Supplier selection and optimization
Design of new deals 
Price benchmarking and contract renewals



5Copyright © 2009, Everest Global, Inc.
ERI-2009-8-PD-0319

Market Vista provides continuously updated facts and 
analysis every quarter to enable effective management 
of global services portfolios

Supplier developments

Key developments among 
20 leading global suppliers 

Financial performance
Transaction activity
Changes in delivery 
footprint
M&A and alliance 
activity

Q4 highlight – Landscape 
of LPO suppliers
Detailed profiles for each 
player capturing key 
developments across 
dimensions

3

Location trends and risks

Key location developments 
Establishment of new 
offshore delivery centers

Risk dashboard capturing 
key current and emerging 
risks

Geo-political/economic 
changes
Government initiatives

Q4 focus – Fact-base on 
emerging geographies

Overview of upcoming 
global sourcing 
destinations
Operating costs across 
9 cities, inflation rates, 
and currency trends

2

Market overview

Outsourcing transactions 
trends

Transaction analysis –
By industry, geography, 
etc.
Listing of major 

BPO/IT outsourcing 
deals
Large offshore deals

Captives analysis
New captive set-ups, 
divestures

Focus on Financial 
Services players  

Transaction analysis
Developments across 
global majors

1

Each quarterly Market Vista report captures developments across three key areas
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Each section of the quarterly report comprises 30+ 
pages of insight and data 
Illustrative table of contents (page 1 of 2)

Section I A: Trend analysis – outsourcing, offshoring, and captives I-3
Outsourcing transactions analysis I-4
Offshore transaction analysis I-10
Change in outsourcing transactions (Q-o-Q) I-11
Captive developments I-12

Section I B: Focus topic – financial services outsourcing and offshoring I-16
Financial services developments I-17
Large financial services deals signed in Q4 2008 I-21

Section I C: Data snapshots I-22
Examples of large BPO and IT deals signed this quarter I-23
List of new captive announcements made this quarter I-25
List of captives with announcements for expansion I-27
Key developments for global BFSI majors I-28

Section II A: Trend analysis – Risk and Opportunity dashboard and analysis II-3
Risk and Opportunity Dashboard II-4
Risk and Opportunity Dashboard analysis II-5

Section II B: Focus topic – Emerging geographies II-10
Overview of emerging geographies for global sourcing II-11
Operating costs II-14
Operating cost inflation II-15
Currency trends II-18

Topic Page no.
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Each section of the quarterly report comprises 30+ 
pages of insight and data 
Illustrative table of contents (page 2 of 2)

Section II C: Data snapshots II-19
Market activity: Delivery centers established in Q4 2008 II-20
Market activity: Delivery centers planned in Q4 2008 II-23
Market activity: Expansion announcements in Q4 2008 II-25
Regional developments: Geo-political, macro-economic II-26
Regional developments: Leading economic indicators II-28
Regional developments: Investment environment II-29

Section III A: Trend analysis – Key developments across suppliers III-5
Supplier developments analysis III-6

Section III B: Focus topic – Landscape of LPO services III-15
Overview of LPO suppliers III-16
LPO suppliers in India and Philippines III-18

Section III C: Data snapshots – Key developments and activity profiles by supplier III-21
Summary of supplier ratings III-22
Recent M&A activity by suppliers III-23
Recent alliances and partnerships forged by suppliers III-26
Recent location activity by suppliers III-28
Supplier activity profiles – Key developments by supplier III-31

Topic Page no.
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Section I – Market section | Overview 
Captures outsourcing transactions trends, captive developments 
with an emphasis on Financial Services players

Includes over 15 pages 
of data tables across 
transactions, captives 
and financial services
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Outsourcing transactions analysis | By time period 
Q4 witnessed a decrease in number of transaction signings from 
Q3; however, transaction activity was higher than Q1 and Q2
ACV of outsourcing transactions signed
US$ million

Outsourcing transactions signed
Number of transactions

Despite a decrease in number of transactions in Q4, ACV of outsourcing transactions was higher than previous 
quarters, primarily due to the signing of many large contracts 

Despite a decrease in number of transactions in Q4, ACV of outsourcing transactions was higher than previous 
quarters, primarily due to the signing of many large contracts

79% 81%
66%

55%

16% 14%
27%

16%

5%

29%

5% 7%

To date Q2 2008 Q3 2008 Q4 2008

186,851100% = 

2

ITO 

BPO 

74% 70% 63% 69%

22% 28%
31% 24%

4% 2% 6% 7%

To date Q2 2008 Q3 2008 Q4 2008

13,262 417100% = 

ITO 

BPO 

Both 
Others3

3,207 4812,602 3,553 455

1

1 For the purpose of this analysis, Q2 2008 includes all transactions announced in Apr-Jun 2008
2 For the purpose of this analysis, Q3 2008 includes all transactions announced in Jul-Sep 2008
3 “Others” includes deals for which functional scope was not publicly disclosed

Source: Everest Research Institute Transaction Intelligence Database

Both 
Others3
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Outsourcing transactions analysis | By function (Q-o-Q) 
F&A, procurement, and real estate witnessed increase in market 
movements; ITO was largely similar to the previous quarter

Q-o-Q change in number of BPO transactions, 
by process1

Process 
category

Q2 2008 to 
Q3 2008

Q3 2008 to 
Q4 2008

F&A

HR

Procurement

Real estate

Customer care

Industry specific

Others2

Q-o-Q change in number of ITO transactions, 
by process1

Decreased from last 
quarter

Similar to last 
Quarter

Increased from last 
quarter

Process 
category

Q2 2008 to 
Q3 2008

Q3 2008 to 
Q4 2008

Application 
outsourcing

Infrastructure 
outsourcing

Both

Others3

1 Includes transactions in which functional scope may have multiple processes
2 “Others” includes processes such as document management, market development, collections & mailroom scanning, R&D, engineering, 

safety & environmental analysis reporting, printing, product development & marketing services, logistics & supply chain management
3 “Others” includes processes where functional scope was not publicly disclosed

Source: Everest Research Institute Transaction Intelligence Database
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Section II – Locations section | Overview 
Key developments and emerging risks across locations

Includes over 20 pages 
of data tables on 

market activity, costs, 
wage inflation, etc.
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Locations | Risk and opportunity dashboard

South African government 
and industry bodies have 
initiated a “BPO sector 
support program” to attract 
more foreign investment

Morocco is witnessing 
investments in the 
offshore call center 
sector for French and 
Spanish markets

Concerns on political 
stability in Thailand

Legend
Significant risk factor requiring attention

Potential near-term risk; may need monitoring

Positive change since last assessment

Details on pages 
II-5 – II-9, II-30

Terror attacks in 
Mumbai heightens 
security concerns

Philippines 
outsourcing industry 
is likely to face 
talent shortages

Egypt is fast appearing 
on the outsourcing 
radar

Significant currency 
depreciation in Brazil 
between July and Dec 2008 
has resulted in ~12% 
reduction in operating cost, 
restoring arbitrage 
opportunities to 2007 levels

Source: Everest Research Institute analysis

D

A

C

E

B
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36-38

31-33

24-26
20-22

Casablanca Bucharest Krakow Prague

25%

Locations | Risk and Opportunity Analysis 
North-West Africa | Morocco is fast emerging as a call center 
offshoring destination for French and Spanish markets

Sources: Everest Research Institute (2009); The Department of Investments (DI) Morocco

D

Morocco has established itself as a niche 
destination for call center functions 

Geographical proximity and strong cultural ties 
to Europe make Morocco a preferred 
destination for Francophone (France, Belgium 
and Switzerland) and Spanish markets
While it offers significant scale advantages 
over low-cost Asian destinations which have 
limited capabilities in French and Spanish 
languages, it also proves to be a less 
expensive option compared to Eastern 
European locations which have similar 
language capabilities 

The country has a thriving call center industry, 
with the presence of more than 185 call centers, 
mostly along the Rabat-Casablanca axis and 
employing approximately 3,000 people
Several international players have tapped this 
opportunity to set up their operations in Morocco 
like Client Logic, Sitel, Teletech. Genpact is the 
most recent entrant which plans to open a 
delivery center in early 2009 
However, there are significant concerns around 
bureaucracy and red-tape that need to be 
addressed for Morocco’s current success to 
translate into more attractive investments

Market snapshot

Operating cost per FTE for call center services
2008, US$’000
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Locations | Market activity heatmap

Legend

No major activity (0-5 centers)

Nascent location (5-15 centers)

Mature location ( > 50 centers)

Source geographies
Increase in offshore activity in the 
last quarter1

Emerging location ( 15-50 centers)

Brazil

Mexico

Argentina

Costa Rica
Panama

Chile South Africa

Morocco

Egypt

Poland

Bulgaria
Romania

Czech Republic

Hungary
China

Philippines
Malaysia

Singapore

India

Details on 
establishment of new 
offshore centers on 
pages II-20 – II-24

El Salvador

1 Details on new delivery centers opened provided in the following pages in the section
Note: Includes only delivery centers that have been publicly announced

Source: Everest Research Institute Transaction Intelligence Database
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Section II – Locations section | Illustrative output 
The section also contains quarterly data on themes such as socio- 
political, macroeconomic, and promotion initiatives across regions
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Section II – Locations section | Illustrative output 
Each quarterly report will cover a deep-dive on a specific 
geography/theme

Q2 2008 report includes 
a deep-dive on Latin 

America covering 
costs, inflation, 

currency trends, etc.
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Section III – Supplier Developments | Overview 
Profiles developments across 20 leading suppliers, highlighting key 
implications for sourcing managers

Includes over 40 pages 
of data tables on M&A, 
new delivery centers, 

management changes, 
etc.
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Supplier developments analysis | Transactions 
Relative momentum of transaction announcements increased in Q4 
2008
Trends in transaction announcements over the 
previous quarter

Decreased from last quarter Increased from last quarter Similar to last quarter

Suppliers ITO BPO
Traditional global
Accenture
ACS
Atos Origin
Capgemini
Convergys
CSC
EDS
Hewitt
IBM Global Services
Perot Systems
Unisys
Offshore-centric
Cognizant
EXL Services
Genpact
HCL Technologies
Infosys
Satyam
TCS
Wipro
WNS
Overall

Note: Analysis based only on publicly announced transactions
Source: Everest Research Institute (2009)

In Q4 2008, across the group of 20 suppliers, 155 new 
transactions were announced, which accounted for US$10 
billion in TCV terms (vs. US$7 billion in Q3 2008) 
In contrast to Q3 2008, Q4 transaction announcements for 
ITO increased (by 35%) while share of BPO transaction 
announcements witnessed a decline (by 52%):

For ITO, transaction announcements among both 
traditional global and offshore-centric suppliers saw an 
increase
For BPO, transaction announcements across both 
traditional global and offshore-centric suppliers 
witnessed a decline

Key transactions announced in this quarter:
TCS announced a 9.5-year, US$2,500 million contract 
with Citigroup for BPO services (through the acquisition 
of the Citi captive)
IBM announced an eight-year, US$873 million contract 
with State of Georgia to provide IT infrastructure support 
and BPO services
IBM announced an eight-year, US$800 million contract 
with Amgen to provide IT infrastructure services
ACS announced a five-year, US$703 million contract 
with Ingram Micro for IT infrastructure services

In Q4 2008, across the group of 20 suppliers, 155 new 
transactions were announced, which accounted for US$10 
billion in TCV terms (vs. US$7 billion in Q3 2008) 
In contrast to Q3 2008, Q4 transaction announcements for 
ITO increased (by 35%) while share of BPO transaction 
announcements witnessed a decline (by 52%):

For ITO, transaction announcements among both 
traditional global and offshore-centric suppliers saw an 
increase
For BPO, transaction announcements across both 
traditional global and offshore-centric suppliers 
witnessed a decline

Key transactions announced in this quarter:
TCS announced a 9.5-year, US$2,500 million contract 
with Citigroup for BPO services (through the acquisition 
of the Citi captive)
IBM announced an eight-year, US$873 million contract 
with State of Georgia to provide IT infrastructure support 
and BPO services
IBM announced an eight-year, US$800 million contract 
with Amgen to provide IT infrastructure services
ACS announced a five-year, US$703 million contract 
with Ingram Micro for IT infrastructure services
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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
Two Galleria Tower
13455 Noel Road, Suite 2100
Dallas, TX 75240
U.S.A.
+1-214-451-3110
www.everestresearchinstitute.com
info@everestresearchinstitute.com

Everest Australasia
Level 6, 90 Mount Street
North Sydney, 
NSW 2060
Australia
+61-3-9833-1018

Everest India 
Ground Floor, Tower A
Unitech Business Park
South City - I, Gurgaon
National Capital Region 
India 122001
+91-124-304-1000

Everest Canada
The Exchange Tower
130 King Street West, 
Suite 1800
Toronto, ON 
Canada M5X 1E3
+1-416-865-2033

Everest Australia
409a Wattletree Road 
East Malvern
Melbourne, VIC 3145
Australia
+61-3-9509-3933

Get the answers today that lead to tomorrow’s 
success

Everest Netherlands & Continental Europe
Atrium Building 3rd Floor
Strawinskylaan 3051
1007 ZX Amsterdam
Netherlands
+31-20-301-2138

Everest UK
1st Floor, Accurist House
44 Baker Street
London, W1U 7AL
United Kingdom
+44-870-770-0270

Everest Group
150 E., 52nd Street, 16th Floor
New York, NY 10022
U.S.A.
+1-646-805-4000
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