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

RESEARCH INSTITUTE

Factors driving increased risk Examples of risks
Vendor and model proliferation Regulatory risk
Multiple service providers and business Ensuring compliance with regulatory
models guidelines in source and destination
countries across suppliers
Large span of functions /Performance risk
Typically combination of many IT, BPO Business case risk )| Managing quality of
and some KPO services Managing wage service delivery, attrition,
inflation without knowledge retention

Increasing scope affecting quality of :
Significant proportion of operations now service Data security and
in low cost locations intellectual property risk

Implementing measures to
Global delivery chain safeguard data and
Services often delivered from multiple (Concentration risk Hl\ntellectual property
locations with diverse risk footprint

[Business continuity risk ]

Dynamic economies [Currency risk ]
Most delivery locations are emerging
economies going through rapid change [ ]
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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associated with global sourcing and support the

Sourcing leaders are being asked to manage risks -§
delivery of transformational results

What is the real

inflation and how
does it compare to
price increases in
my portfolio?

Are there
opportunities
to optimize my
pricing?

What are my
peers doing?

Are there new
govt. incentives
that | can avail?

What new service delivery
models/ suppliers are my
peers leveraging?

How can | better
manage forex
changes?

What new risks are
my suppliers taking
on?

Are their any new
political or macro-

economic risks | need
to be aware of NOW ?

How are the
relative costs
moving across
locations?

Who are the
emerging
suppliers in my
areas?

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

Each quarterly Market Vista report captures developments across three key areas

o W

Market overview

= Qutsourcing 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

Location trends and risks

\ 4

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

Supplier developments

\ 4

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
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Each section of the quarterly report comprises 30+ N
pages of insight and data @

lllustrative table of contents (page 1 of 2)
Topic Page no.
Section | A: Trend analysis — outsourcing, offshoring, and captives ___________ ... -3
= Outsourcing transactions analysiS . -4
= Offshore transaction analysis ___ . [-10
= Change in outsourcing transactions (Q-0-Q). ___ .. -11
m  Captive developments [-12
Section | B: Focus topic — financial services outsourcing and offshoring .______________________________ [-16
= Financial services developments _ e [-17
= Large financial services deals signed in Q4 2008 ____ . -21
Section | C: Data snapshots e [-22
= Examples of large BPO and IT deals signed this quarter ____________ ... [-23
= List of new captive announcements made this quarter___________ ... [-25
= List of captives with announcements for expansion _____ ... [-27
= Key developments for global BFSI majors __ .. 1-28
Section Il A: Trend analysis — Risk and Opportunity dashboard and analysis __________________________ -3
= Risk and Opportunity Dashboard ______ .. -4
= Risk and Opportunity Dashboard analysis ... 1I-5
Section Il B: Focus topic — Emerging geographies .. 1I-10
= Overview of emerging geographies for global sourcing ... l1-11
m Operating COStS 11-14
= Operating cost inflation __________ 11-15
m Currency trends . 11-18
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Each section of the quarterly report comprises 30+ N
pages of insight and data @

lllustrative table of contents (page 2 of 2)
Topic Page no.
Section Il C: Data snapshots e [1-19
= Market activity: Delivery centers established in Q4 2008 . _________ .. [1-20
= Market activity: Delivery centers planned in Q4 2008 ______ .. [1-23
= Market activity: Expansion announcements in Q4 2008 . _______ .. [1-25
= Regional developments: Geo-political, macro-economic ______ . 11-26
= Regional developments: Leading economic indicators _____ . 11-28
= Regional developments: Investment environment _________ .. [1-29
Section Il A: Trend analysis — Key developments across suppliers ____ ... -5
= Supplier developments analysis .. e [1-6
Section lll B: Focus topic — Landscape of LPO services ____ ... [-15
= Overview of LPO suppliers . [-16
= LPO suppliers in India and Philippines - .. [1-18
Section lll C: Data snapshots — Key developments and activity profiles by supplier ___________________ 1-21
m  Summary of supplier ratings . [-22
= Recent M&A activity by suppliers -- - 11-23
= Recent alliances and partnerships forged by suppliers _____ . [11-26
= Recent location activity by suppliers ... [11-28
= Supplier activity profiles — Key developments by supplier .__________ . -31
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Section |

Market section | Overview

Captures outsourcing transactions trends, captive developments

with an emphasis on Financial Services players

Outsourcing transactions analysis | By time period
Q4 witnessed a decrease in number of transaction signings from
Q3; however, transaction activity was hlgher than Q1 and Q2

T rr——

ACY of sutsourcing transactions signed Dutseurcing tunnetle ns signed

US$ millon  Number of transa
100% = 186,851 2,502 3,207 3,553 100% = 13,262 M7 481 455
Others® :

Both

Todate 022008 032008 Q42008 i Todate (22008 Q3 2008 04 2008

Despits a decrease in number of transactions in G4, ACY of cutsourcing transactions was higher than previous
quarters, primarity due to the sigring of many large contracts

1 For e purpose of this Andysis, ©2 2008 inhudes all IANSACIOnS ACUEEd in Aprun 2008
2 For the purpose of this anatysts, &3 2008 includes all imnsactions announced in JukSep 2008
3 “Others” includes deals for which AnNClional Scope was nat pubiicly bscosen
Sowrce Everest Research Instlute Trnsaction religence Dataase
LI Copyilght ) 2000, Eveios Gt 2
~ RL2009.8. L0314

Captive developments | By region
Captive market activity in Q4 was dominated by set-ups in India,
China and other countries in Southeast Asia

Seae (FTE5) @ >1000  soo-1000 (J 250-500 (™ 100-250 ) <100

s AT

Southeast Asia:

14 new captive

announcements

= Barclays opened its
Singapore lechnadegy
center

Eurape:

2 new captive announcements

= Regus plars 1o sel up its shared sarvice
center in Prague ()

» OHL annourcad plans to expand its T back

offics in Pragus (W r\\‘_‘ = Mestls established an
4y R&D canter in Eaijing
™ » Dautsche Bank plans to
expand Philippines
back: uﬂlc,c opesalions:
India: L
6 new captive announcements 7 k
= GlaxoSmithidline launches global / e
Latin America: R&D faciity in Bangalore Y £,

w Arcslorhittal plans to set up an RED
center in Kolkata

Standard Chartered bkely to open its
second BEO canter in Chennal g

Details on
pages |-27 — |-30
1 All Feferences th capives INCILAE oniy cifsnore capives
Sowrce:  Everest Research Institube aradysis
L Copyilght ) 2004, Evetos Gilahal, el
~ 2000 810319

Financial services developments | By function
BFSI signed 54 new transactions this quarter, witnessing a 33% fall
in transaction volume since Q3, however total ACV grew by 80%

Break-up of transactions signed by vertical
Q4 2008, Number of ransactions

e —

| Split o I transactions . Vb
! 04 2008 Number of ransactions

100% = 455 transactions :
Lol = 54

since 05 whils the total ACV
fiell by 79% (from LIS$151
milior® in O3 to US$32 mabon®
inG4)
T'arsﬁmm'ﬁ nnh o

er of ransactions

1 "Cahers incluges logistics and wholesale, senices, travel snd BanSDOﬂ media 300 EntertENMmEnt, BduCaton, St AlsD Incices 3y
IrarISACHONS Where buyer Ieriiynaustry were nol Bscisen

For getais, refer 1 GIobal Sourting Market Vista 02 2008 (ERLJ008-8-R-0264)

Indicates AC onily of deals for which contract value was publicly disciosed

Cverest Research Insttute Transacbon knteligence Dataase

5
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Financial services developments data | By sub-vertical
Key developments for global banking majors (page 1 of 2)

e —

American Express

= Decreased offshore adoption - As a part of its worldwide restructuring strategy, U.S. credit card and
banking major American Express is likely te cut around 120 to 150 jobs frem its finance and accounting
back-office operations in India

Barclays

= Increased offshore adoption - Barclays opened il gy Center at pore o suppon
'S retail and commercial banking divisions giobally. The center currenily employs a s1am of 110 paople ang
plans to hire 1.500 over the next five years

= Divestiture of Citigroup Global Services

# TCS acquired Citigroup Global Services, the caplive BPO

12,000 employes workforce of the BPO unit will now be jo

« Citigroup signed a L'S52.5 billion contract with TCS for the pr

process outsourcing services for a duration of nine years

= Divestiture of Citi Technology Services

= Wipro acquired Ciigroup’s IT subsidiary. Citl Technology

= Following the acquisition, Citigroup is expected 1o contract witp
agreement worlh over US$500 million

» Increased offshore adoption - Citigroup plans to expand

employees in its customer care and financial reporting divisions over the

Includes over 15 pages
of data tables across
transactions, captives
and financial services

Source:  Everest Research rushute snalysis
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Outsourcing transactions analysis | By time period N
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 Outsourcing transactions signed
US$ million Number of transactions
100% = 186,851 2,602 3,207 3,553 100% = 13,262 417 481 455
Others® Others?®
Both Both

BPO BPO

ITO ITO

To date Q22008 Q32008 Q42008

Todate Q22008 Q32008° Q42008

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

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
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Outsourcing transactions analysis | By function (Q-0-Q) N
F&A, procurement, and real estate witnessed increase in market @

movements; ITO was largely similar to the previous quarter
Decreased from last Similar to last Increased from last
quarter Quarter quarter

Q-0-Q change in number of BPO transactions,
by process?

Q-0-Q change in number of ITO transactions,
by process?

Industry specific

Others?

Process Q2 2008 to Q3 2008 to Process Q2 2008 to Q3 2008 to
category Q3 2008 Q4 2008 category Q3 2008 Q4 2008
F&A Application

Q Q outsourcing Q Q
HR Q ‘ Infrastructure
5 t outsourcing O Q

rocuremen Q Q Both Q Q

Real estate

‘ Q Others? Q Q
Customer care Q ‘

O [

O [

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 Il - Locations section | Overview
Key developments and emerging risks across locations
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Locations | Market activity heatmap @Locations | Risk Analysis
During July-December 2008, currency trends have restored Brazil
— e m—— arbitrage to 2007 levels o
Csl. No major acthity (0-5 contersy Exchange rate, BRL vs. USS

B nascent locaton (515 centers)
0 Emerging iocation | 1550 centers)

B masture location ( > 30 certers) an Real
Source grogaph e o sagnificantly in tha
= I"u' ;’"" " P Curmency s \'Ui;l"l.ll end 2007
ncrazse i ofsnore scthey in i " 5 2007,
L quiter! UUD";P"""J (a1 2008 saw it showing a sharp
the US§ by 34% in demrward trond
- Paland the st soc months . )
Caech REgUERE ot L
H| 5’!‘ - w The Erazilian Real depreciaied
ire): igaria el _— 23T NS EEE 5288 bry 34% in the last six maonths and
Moro:c? tEacF AR n s bry 27% since Decermber 2007
TEIET aRE SR oW oE @
W em‘ SZnSFnSI AN HSE 6 )
- = = Currency fluctuations in the short.
El :imme:u‘h.‘. ) Ippirnes Brazil cost savings relative to the U.S, tarm can impact the cost saangs
R ke alaysa 0008 US$ 1T EXAMPLE generated from the location
smgawue' —_— While in 01 2008, operaang
- 17 costs in Brazil wers comparable
ta Eastom Ewropa, te curant
curtency downturn has resulled
in cost savings reaching 2007
e sresang Bramls
South Afrca €
il allractiveness as an cffshors
Argentin Details on destination
astablishment of new
offshore centers on
pages 11-20 = 11-24 US cost Dec-06 Julk0T Dec-O7 JU-08 D
1 DEtals on new delivery centers apened provided i Ine follawing pages n Me secsan
Nobe:  Incluces onéy delvery Centers Mat have been publicty announced
Sowrce:  Everest Research Institube Transaction iteligance Datsbase Sowrce:  Everest Research Institube arabysis (2009)
Lidh Capyiight © 2009, Pvetnst Glehal, bnc. H e Capyiight © 2009, Pvetnst Glehal, bnc. Lo
~ L2009 8.1t 0319 L2009 8.1t 0319

Locations | Q4 Focus: Emerging geographies Locations | Market activity data
Announcements of delivery centers established in Q4 2008
T (page 1 of 5) [Wireemeerrtit

Bl Emerging peographies! Asia

Suppliericaptive  Number of FTES  Other comments

N . - Singapare Hallibutan To ey 400 | Hatiburto sSaarch and daopmer, |
'1’“7:'"""_ s '._' " Beogie fnanial, 3 proCUTEMEN: suppce cerder In Singapare
Cesnaton - giisianiiy o Sngapare Wiy Group A ey (Group, 2 glabal management consultancy i, of
| uJa_:Iw I.'L'&hnl_cal skills ts kWit corter in Singapere
owing ko "“m‘_"““"w Vistnam — Emarging low Ehina Bejng Otaber | Nestie HA Mepstie: set up ts secone RED center in Beking to canduct
- + cost IT destination ressarch on food safety and gualky, He sciences
(e} prnals Y - - 7 Shlls Singaparne Singapone | Dctober EiLi MNA Eli Liky cpenid its expanced RED facity n parne p with
Guatemala - Emerging | | Turkey = Language skills Operating costs for IT rgap ap iy my OF i Ry 1 | i
lable for supporting e Srgapare Ecancic Development Saard. T cenier wil
geography for scalable | | &AL funciions lewer than India "
biingual Engish and clients in continartal e | be imveved in pemading dna discavery snd research se
Spanish takrt Europe, sspecially those in ' Vietnam NA Octater | HEinancial [ Cpenea 3 developmens certer in
- | Germen-spesking countr g - China shangnal | Cctaber  (1BM HA 1BM epanced jts research op
= / S\ﬁulnam. X research fac
{ Egypt - Sizeable gradusate poel, with ., The '°"Cr Malagia -l opl A Pt cpns Fas
good techrecal skills. Can also suppert § e P Quages g
- = A - China Shangha SHCon Image &0
operations for Middle Easl counlries Thailand — Altarnative 1o mature | I I d 20 p g
El Salvador — Desting due b lingual end cultural similarities ke India for tapping Fhiippines | Bacoiod Carergys 1000 nciuaes over ages
T (=)
for complex processss | lost cost Englsh-spaaking talent ) f d t t b I
Tequiring bi-ingual skills " Seuth Africa pool Ghina Tiargn Novemuer | 165 00 (0] ata tables on
> s0uth Alrica - High proficiency i 3l Vi
“mman o - proficiency in English, m y
Wsna‘.mlﬁeﬂ skills and cutural affinity wath India Bangalore |Wovember |Glaosmitiklne |20 ar e ac IVI 1 COS s 1
Europe and USA serve as a hub for - .
tho Sub-Sahirs Affcn region fprorc wage inflation, etc.
singapare | Singapore | Movemner | Autodesk 130 Aunndesk taune 2
1 Detals on emerging geographies ane pravided in e falowing pages in the section SevHopmEnt o
Sources. Everest Research histiute, PROESA, Irvest in Guatemals, ITIDA, Usrairian Hi-Tech ritistve, VINASA, DOI Thatsnd, BReSA
Lidh Capyiight © 2009, Pvetnst Glehal, bnc. =1 e s 20019, Evetest Glshal, Inc.
ERIZ009.8 10319 ERIZ009.8 10319
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Locations | Risk and opportunity dashboard ———

RESEARCH INSTITUTE

| Legend
4 ) * Significant risk factor requiring attention

O Potential near-term risk; may need monitoring

: O Positive change since last assessment

Egypt is fast appearing
on the outsourcing
radar

Terror attacks in
Mumbai heightens |
security concerns 2

Morocco is withessing
investments in the
offshore call center

| sector for French and
Spanish markets

Philippines
outsourcing industry
-| is likely to face

B

Significant currency
depreciation in Brazil

has resulted in ~12%

opportunities to 2007

between July and Dec 2008

reduction in operating cost, L
restoring arbitrage

talent shortages

Concerns on political
stability in Thailand

w o ode

levels South African government

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

Details on pages
-5 —11-9, 11-30

Source: Everest Research Institute analysis
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ISTA
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@Locations | Risk and Opportunity Analysis N
North-West Africa | Morocco is fast emerging as a call center
offshoring destination for French and Spanish markets

Market snapshot

= Morocco has established itself as a niche
destination for call center functions
o Geographical proximity and strong cultural ties
to Europe make Morocco a preferred
destination for Francophone (France, Belgium
and Switzerland) and Spanish markets
36-38 » 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

Operating cost per FTE for call center services
2008, US$'000

Bucharest Krakow Prague .
_______ 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

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

Copyright © 2009, Everest Global, Inc. 14
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Locations | Market activity heatmap

. ;;;;(

- Poland
Czech RepUb"‘%x ‘Romania

al
v Hungary!uigana

Mexico

El Salvador\;
Costa R|ca-g., N AA
Panama 5
Brazil M
Chile South Africa
. Argentina

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
RREE T Copyright © 2009, Everest Global, Inc.
/ ISTA ERI-2009-8-PD-0319
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Legend

No major activity (0-5 centers)
Nascent location (5-15 centers)
Emerging location ( 15-50 centers)
Mature location ( > 50 centers)
Source geographies

Increase in offshore activity in the
last quarter?

- OJEONO

Details on
establishment of new
offshore centers on
pages 11-20 — 11-24

15




Section Il

The section also contains guarterly data on themes such as socio-
political, macroeconomic, and promotion initiatives across regions

Locations section | lllustrative output

Locations | Market activity data
Announcements of delivery centers established in Q4 2008

T

(page 1 of 5)

asia

Country

Sigapare | Sing Qctater | Halliptan To ergikny A00 | Haibarion sty th and divEopmere, 19gstics,

acople financial, anc procurement suppon center in Singapore

Singapare | Gingapore | Octater | Hay Group WA My Group, & glabial ranagement consullanty i, opened
its ket center in Singapore

Ehina Bnjing Octaber | Hestie HA Mepstie sef up its second RED center in Beling o conduct
res2arch on food safety and qualky, ife stiences

Singapore | Singapore | Octaber  [EILiy [ EII Lify Cene its ispaancie RED Facity a1 partnership with
e Sirgapan: Economic Development BIard. The cerier wil
e Invoived in penviding dnig discovery and resesnch servicas

ietnam HA etaber | LFinancial HA CREne 3 ARVEICAMERE Certer in Vistam

China Shangnai | Cutater I5M NA. IBM expanced its reseanch operations in China oy opening a
rezaaren faciity which is 3n extension of IBM Research Lab

Maliysa | KAl oetaber | ORI HA OF Gpns FLA SEMIEE Conter [ provide FEA Services in 16

Lumpur languages inciuding Mandarin, Canmnese and Malay
Chirca Qctaber | SHcon image 50 RIS Aiew R Conter and sales omce
Fhilppines | Bacolod | Octaber | Camvergys 1000 chmgp upered 3 new contact center facilty in Bacclod
cty CEy, 10 provide K QEnErsl SLERaN and acvanced tecnicsl

hielp desk seraces o 3 variety of Comengys ol

Chirea Tiaryin Movermver |TCS 00 TS5 opened a delvery centre at Tianji, its outh i, Ching o
uppart leal busingss and BPO apportunies fr the
Japanese, e U 5. and the Eurcpean markels

Irdia Bangaiore | Movember |Glmosmitkine |20 Established an RED center in pannersnip wit Kemwel in
Buangalare, b eater o ils global oral heakhcare development
prajects

Singapore | Singapore | Movember |Autodesk 130 Autndesk launched its gicbal engineering and software
develcpment center i Singapare.

RKET
i

=21
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Locations | Regional developments
Geopolitical and macro-economic environment (page 1 of 2)

Country
ASH

T

= Upcorming gensral elsctions in 2009 may nasult in anather coaliion govemment
= hobal financial cisis ggensd changes in financial policies, inmenest rates ware futher cul 1o reduce the sk
exposLre; WS raised the bmit on export credit finance avaiable to boost Aguidity

+ WA slowad b 39 YOY 1n Mew,, ahiven by sharply low commodity prices, sconomic schwly futher slowed

= Mumbai faces another blow as the cly is attacked by group of teeronsts killing innocert peogle
» Thailand = & new P is slected making the political scens very volatile; anti-govemment mob goes out to
cause chiaes and unnest due 1o the week-long Seizure of Bangkok's two irports further escalating the cnsis
Malaysia — Bank Megara Malaysia, the central bank raduced the avernight palicy rate by 5 bagis points to
3.25%, the first reduction since 2003. Fuither, the governrent wiveiled a package of iscal simulus measunes
Singapors — Econommy entared recession, as GOP contractsd in bath the 2r and 3= quarters. The authonties
offered a guarantes on al bank deposits unl December 31, 2010, contral bank laasensd monatary peiey
Philippines —Certral bank enhanced ils peso repurchase facility 1o boost domestic Bquidty
China
= Expons tell by 2. 2% as impons plurnmeted by 17 $%. Several measures like expon-ax rebéte adustments

an 3000 Mems, higher rinimum wages adepted 1o rela manetary pollcy and boost domaestic demand
= Guangdong province faced economic slovwdown a5 property pices fel marth by marth
» Scandal ower foxic pant and poisoned mik continues as tens of thousands of infants de

Latin America

= Elections dominated the pofitical scene in some of the Latin American couriies

« Brazil - First round of municipal elactions ware held in Oct which reinforced the CUrTent governmant pawar,
though the rubng pary faked to recapture Sao Paulo. The stage is now beang st for the 2010 presidential
race
Chile — Municipel slections held wers indicative of the shifting poiical greund in Chils a3 Alanza coalition
madi sigreficant gains and hekd strong chance (o win the presidential alection ending twi decades of nda
under the Conceracion coalition.
Micaragua — Faced post election vicksnce leading to numengus injuries, The polibcal crisis and fal-out from
this L S cnsis made its business outiook incraasingdy Uncenan

Sowrces.  Everest Research nstitute arabyss, Economist

RKET
i

Copyilght ) 2004, Evetos Gilahal, -
B12005

B0

Locations | Regional developments
Leading economic indicators

GDF growth rate

T

CPl inflation rates

1 Rieal GOP growth, % change on year ago
2 COrsumer prices, % tNange anyear a0

Sowrce  Econ

RKET

amist cam

Latest available for
Country 12008 a2 2008 a3 2008 2007 (Yo¥) |Od 20087
Czech Rep 5 3% 4 6% 4 7% 2 5% 4 4% (Mov 2008)
Hungary 1.3% 1. 7% % 0 &% & 6% 4 2% (Mov 2008)
Poland B 5% B 1% 5.8% 4 8% 2 6% 3 T% (Mowv 2008)
Eulgana 6 3% MNA MNA MNA MNA NA
Slovakia 10.4% 3.7% 76% T.0% 2.5% 4.9% [Mov 2008)
Fomania 6 0% MNA MA MA MA MNA
India 8 1% a8 7.9% T 6% £ 6% 10 4% {MNov 2008)
China 11 5% 10 6% 10 1% 9 0% 4.4% 4% (Mov 2008)
Malaysia 6 3% T 1% & 3% 4 Th 14% 5 T4 (Nov 2008)
Fhillippines 6 3% 5 1% 4 6% 4 6% 2 3% 8 0% (Dec 2008)
Mamico 3 2B > A, 16% 4.0% & 2% [Mov 2008)
Argentina 8 1% 4% 7.5% 6 2% & 8% T 9% (Mov 2008)
Erazil 54% 5 8% B1% B E% 3T B 4% (Mo 2008)
Chile 51% 3% 43% 4 % 3 2% T 1% (Dec 2008)
Costa Rica 6 &% MNA MNA MNA MNA N A

3

2004, Everess Glehal, Inc.
ERE2009.8.1L03 19

Locations | Regional developments
Investment environment (page 1 of 3)

AsiE

T

Country developm:

= India contirues to encourage irvestmint in the ITITES sector in ofder Lo generabe more ermploymment

= Herala apans investmant appanturities for companies inits IT industry with the target of ganerating 200,000
jobs in the next five years. The investments wil also be made in building more lownships and SEZ, IT parks

« Nagpur sizzles as a top ITNTES investment destinabon among Tier-NIl cibes as IT majors bke TCS, HCL,
Hiswars purehase land for their fulure prejects. Further, Maharashira Airport Divelopment Comparry
[MADC] is developing & mulli-modal international airpart and a muli-product SEZ in Magpar 1o sfract mare
investment

= Blctrenics Conporation of Tarrel Nedu (Elcot), & state goverremint promotiongl agency for IT industines
plans to S&t up rural BPO carters across 20 dstncts inthe state. & has sat a target of 3,000 jobs dver the
fed b [0 three yedrs

= Savoral taining inibatves were laken among Atan nations 1o address the preblem of talen
+ Timjin Econormic Technological Development Area (TECW), Ching, swerded an & Learming contract 1o BM

selected gradiates from six univirsiies in Tiankn City on mainframe and Jave-based systems

= FPT, a BP0 service provides in Vietnam is working with 10 universises in the country 1o tréin peopk in BPO
finctions. This will hep Vietnam to axpand its serace base which is primarily seen as an |T desonation

= The university of Pune in association with Cisco and the newhy-formed fim Global Talent Track (GTT) plans
10 churn 50,000 BPO professionals through & distance kaming” raning program, which will 566 teachers
and swudents enrcll from 100 affibaed colkeges in Pune, Ahmednagar and Mashik dsiricts

= Cisco colaborated with Srnall Industries Developriant Bank of India [SIDBI) and Science and Technology
Entraprencurs Fark {STEF). an enginesnng colege. for davaloping an ICT program to promate ICT
Entreprengurstip in India. Th ICT program mll Lxcmdu finance, ban subsidies, mentarship, and training 1o
quakhed antrep o the ccuntry

= BM soon plans 1o launch & B|L‘E‘ Scholar Program” 1o train sludsnts ram leadng institubons in Inda for a
career in research

= The Board of Imeestrrenl (E01), Thailand anncurced new incentive packaees and is propering for an
ongarizational révarnp

Source:  Everest Research Institube arabysis
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Section Il — Locations section | lllustrative output
Each quarterly report will cover a deep-dive on a specific
geographyltheme RESEARCH INSTITUTE

Locations | Q4 Focus: Emerging geographies Locations | Q4 Focus: Emerging geographies
3. Operating costs

T T

Wl Emerging geograpties!

Operating cost per FTE for IT services Operating cost per FTE for BPO services
2008; US$ '000s/per annum 2008; US$ '000s/per annum

Ulraing - Emerging |T

desbnation - Availabiity of
lJJdHr’\LLhIIILiﬂ shalls

owing bo Soviel legacy

Bangalore' 25-27 Bangalore 17-19

]

Vietnarn = Ernerging low
cogt 1T desination

Turkey = Languags skiks Y ¥

Guatemala - Emergng 'quage sk 1 Operating costs for IT
gengraphy for scalable | | 2vallable for supporting | Ukraine funcliors lower Ehan India |stanbul 60-62 Johannesburg 21-33
bi-lingual Engish and clients in continernial Tl.lrke - 7

Europe, sspecially those in /_"
Gurrnz Jang counbries _Eﬁl‘pt‘

Egypt - Sizeable graduate pool, with t

good techrecal skills. Can also support
operations for Middle Easl counlries
due b lingual and sultural similarities |

Spanish takert

Ho Chi Minh 22-24 San Salvador 15417

Thailand - Allermative to mature |
destinations ke India for tapping
lost cost Enghsh-speaking talent

El Salvador — D
for cormplex processes
requinng bi-ingual skills

Bangkok 26-28 Guatemala 16-18

£
2
=

 south ariea
\“J South Africa - o
3 o skills and cultural atfinity with Keiv 33-35 Cairo 24-28
Eu & and USA Can serve as a hub for
the Sub-Sahara Africen region
1 Details on emerging geographies ane provided in the falowing pages in the section 1 For reference
Everest Research Institute, PROESA, Irvest in Guatersala, ITIDA, Ukrairian Hi-Tech Intiatee, VINASA, BOI Thaland, BPeSA Sowrces.  Everest Research institube, PROESA, Irvest in Guaterata, ITIDA, Usrsirian Hi-Tech Iritiatsve, VINASA, BOI Thailand, BReSA
Copyright © 2009, Pveess Glebal, Inc. =1 Wu Capyriaht £ 7005, Everess Glshal, Inc. 3
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Locations | Q4 Focus: Emerging geographies Locations | Q4 Focus: Emerging geographies

3a. Operating cost inflation — Real estate inflation 4. Consumer Price Inflation

Annual increase in real estate rentals (Grade 4} Annual increase in Consumer Price Inflation (CPI1)

2008, Percertage 200, Percertage

= kflation

58 Sharply i Ukesing MBled by SIT0ng wage Ase 301053 the eLoncmy, greater
= Prime fents in ISLANbUI WRNESSED CAR ofENe 1
soen Tegicn owing to strong cemand and lack of qualty space
= A fereign investment reraing strang and irterest i market cantrues to grow, demand for
oM Sprace wil AuESIrp SUpply IEANG I Fise In rental ey and Sverage [Ease amous

et Indriglial market growths i the Euroae Ukre 250 gomestic demand acing to price rise and workd inflationary pressures
= Loase manetary refarens and poiical bitkering hiave warsened the siustion

Istanbul

Witnam

= Driven by rabust ecanomic growsh and iNCreasing Toreign InYestment, ienam's real estate
market delhera sirong growtn perormanc

« Ecanamy griw at pace i EOI T
i M3E in rental rates Eart threatened by an increase in fiscal imoalance, J
= High Infiation due to rising foed prices have put fu

Ho Chi Minh Rritutes it

compRtition a5 new market entrants seanch far

= Cirae B oMCe $0308 (5 Iy 1o win
lower-griced space

« Ecanarmic grawth fas been booy
» Price irflatian accelerated, drive
O OF CONSUmar Sper

Soun Alica

» Sl
haugh eoes ¢
= Higher giatal o a
= IAMIatOn i Custimats
Cuaemala 9.4% In 2008
- Soaring rterr

Ty

Q2 2008 report includes
a deep-dive on Latin
America covering
costs, inflation,

¥
. Bnmalrcicca poirt for e Bamesiic econamy and largest ace marke, demand far afce
sp32e remained strong and resials grew signifianty over the lastyear

Jerarnesbug

= Office rerits in Banghok grew 3t a much siower pace as the oy grappled win paltical issues
and grewing econcric gobal crisis

o BUSINESS SPENANG 30 EXANSION PIANS were pul on hold, Exchange fale volatiity further
dampened the mvestment sentimens win most ofice leasing activey coming in tne form of Theiland

demand and low

renewals - However unceniain poleca emet d
currency trends, etc.
Sowrces. CBRE, Cushman and Wakefield, AL, Collers, Everest Research Institute (2009) Sowrce:  Everest Research Institube (2009)
Capyiight © 2009, Pvetnst Glehal, bnc. He e Capyriaht £ 7005, Everess Glshal, Inc.
ERI2009.8. 110319 * WisT~ ERILZ009 8100310
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Section Il - Supplier Developments | Overview
Profiles developments across 20 leading suppliers, highlighting key
Implications for sourcing managers

[HL Trcrmmioges o IEM announced an sight-year. LIS§ET3 milkon cortract

tate of Georgia to provide | T infrastructure support Q3 2008 4 2008 Q3 2008 o4 2008

Supplier developments analysis | Transactions Supplier developments analysis | M&A and alliances
Relative momentum of transaction announcements increased in Q4 Momentum in M&A witnessed an increase while alliance activity saw
2008 ° ° o Frm——— a significant decline in Q4 2008 frmm———
Daereaead fom lws quanar Inzreagad foen last quantss Sorvilae b lnst quaser
?.:'v'ﬂ'..',"qt.'.';:.fm" AnmNGTANs over the Mumber of M&A by supplier category Number of alliances by supplier category
Suppliers o BFO R ho& 2008, stross the group of 20 suppliers, 155 new Mumber of acquisitions ! Mumber of alliances
Tradkianal giobal [] wers announced, which aceounted for US$10 i
[ Accermure [] [*] billion in TCY term 9 7
ACS [ ] [o] » Incontrast to (.H 2008, 4 transaction announcemsnts for K L
[t0s Orgn [7) [ ITO increased (by 35%) wh s ’
Capgerini [2] Q a ducling (by 52 7
| Cormergys [5] [] « For ITO, Iransackon announc g Offshore-
5 [ ] L ] traditional global and affshore-centric supphers caw an Offshore- : 18
(eos [5] [ ] increass centric ce:.mlc 17
Hewit [&] [5] = For BRO, fransachon announcements across both li Suppliers
|IBM Global Senvices [+] [5] traditional glebal and offshore-centnc s RIS suppliers A
Pl Syslem [=] [ ] withessed a docing
isys 3 =] fort . S inihis et Traditional Traditional -
Oftshore-cenlric ® = Key transachions announced in this quarter. E
[ i © o = TCS announced a 8 5year, US$2,500 million contract gl?bal 4 global 10
© [ with Citigroup for BPO senvices (through the acquisition suppliers H suppliers
(2] ® of the Citi captive) :
c . - i
(o] [o]
[] (=]
[] []
[ ] (o]
[#] o]
[4]

Infosys vath 5

Zatyam and BPO services

[Tcs * 1EM annaunced an eight-year. US§E00 milkon coniract While M2A activity saw a marginal increase and alliance activity declined significantly in the quarter,
Wipro . xﬂ:‘iﬂ: to'f,n: ,‘,de " " "”ﬂ‘;’f,.j;:‘;;f,m, the trend acress supplier categories was maintained for the last three quarters - traditional global
:‘:“-‘:." ° : wath Ingram Micra for |7 Johire Servioes suppliers led acquisition activity and offshore-centric suppliers led alliance activity

Mobe:  Analysis based only an ﬂ.lnl(l\’ nn1cunccn transactions

Source  Everest Research Institute (20 Campeary websites, press releases

Wu Copyilght ) 2004, Evetos Gilahal, -8 Conyghe S 00, st St IR
L 15T 20098 0319 20098 10319
Supplier developments | Overview Q4 2008 | Key developments for suppliers
Market activity tracker o | . (b ot sty @ sigh sty Accenture (page 1 of 2)
from last quarter (@) ncreased from last quarter (D) Simalarto last quarier  BIEARCH R3TILRL W ABCH RSTITUTL

Recent transaction activity

Tradtional gloty TCV' estimate | Duration
Acctnlun i) [5] Annourced 7 deals in G4, Also srnoured plans 1o open canbers in Agenting and Singsgars Buysr name Signingdate | (USS miltion} | {ysars) Serdces

[ ] [+] d 101 deas and acq; qertna hased Gupo Mutvaice Banyiand Board of Pubiic Works Dec 2008 87 A A
Mas Ongin [i] Q Annourscad 18 deas and anncenced an allance weh U S -based Ve Xl Enrgy Norv 008 A A ADL K
Capgestini [€] Annuunced & dess, | alknce and acouired Coechbased Ergice £.1.0. and Sophia Soltiters 1.0 ‘Rusaian S1andand Mearance Nov 2008 NA MA 0
o T - ; : a - hassd C
Convergys 1] ] Annuunced 8 dess, opened & coctict canlar o the Philppnes and acquined LS based Cean Com [T —————— P = 3 P
50 > (2] Announcad 10 dess, acqummd two companies and announced plans bo opan A carter i Chin Center (ESC)
EDS 0 Q Announcad 12 deals and opendd 3 centre inWuhan, China fo prowde ADM_ BP0 and 10 samices State of Kansas Oict 3008 2% Fl A
Fiewil [®] (5] Announced | ion and an aliance wih S based Sccess Facters European Gommsson o Yy Py w ] v/
IBM! » [ ] & s (righes seross susplisrs foe () snd openad (hrea eaniars m Ameeting o . = n o

ehtra i L
Parat Systams i ] (2] desis, apaned & kasthcars IT cantar in Ching sad scquired & U5 -Based fem T
Unisys > [2] Announced & deas andthree alisnces across Eurape, Asia, and North Amenca
Offehare-cantric supplisrs I I d 40
oz | © [ onuuneed 3 s, apond s i camerm Budapest, Fongry, 1o 2 Eurpoon covts Location fooipri nciudes over pages
B Sarvices. [ (5] 0 for L Limitid sectty oprertid in the quirtsr Location Stans
g z T {rio e dosharmpurosd i slsnce wih Wobosed 1 sod plevs 3 soer s saier M WRre e P— pm— o P v—— of data tables on M&A
HEL Tech > LJ Announced 3 now deals and acquees UK based Axen Group and smnounced two alisnces Sirgapy !
Infasys ) [] 5 aliinces and opened i3 3écoed BPO certre in Hutngzhou, China i d I H t
the Asl
Sotgon ) (] s win 2,3 U5 e proedar ot workow and DPM St new delivery centers,
gt BPO corerm in India 10 becaden £5 porticin o IT and BP0 L Fata Flared : * AcCETiLTE ANy
s e h eganid & new cordes i Tinin, China, ta provede BPD tanices térgeninay Argentina man ag em ent C h an g es
iritialty i
o ) ® Announcad & deai [one by Wfocsnseing). 2 aliseces, and acqured Citi Techaalogy Semaces Ltd1s erhance 1
P! 15 1T capabities, Dpered canters n Hygarabad india) and Maa (Farugsl)
WS o] [ ] Announced 2 BP0 Seals. Limited actaly wioss dr dmensioes etc .
1 1BM Giooal Services 1 Total Contractvalue
Sowrce. Eversst Research Institute (3009) Everest Reseaich Fstiute (2009, comparry websiles
Copyilght ) 2004, Evetos Gilahal, L Copyight 52009, Everos et b
20098 10319 20098 10319
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Supplier developments analysis | Transactions N
Relative momentum of transaction announcements increased in Q4
2008 RESEARCH INSTITUTE

Trends in transaction announcements over the . Decreased from last quarter O Increased from last quarter O Similar to last quarter

previous quarter

Suppliers (@)

Traditional global

5
O

us]
Y

Accenture billion in TCV terms (vs. US$7 billion in Q3 2008)

ACS = In contrast to Q3 2008, Q4 transaction announcements for
Atos Origin ITO increased (by 35%) while share of BPO transaction
Capgemini announcements witnessed a decline (by 52%):

Convergys For ITO, transaction announcements among both

CSC traditional global and offshore-centric suppliers saw an
EDS increase

Hewitt For BPO, transaction announcements across both

IBM Global Services

Perot Systems

O|0|@(@®|O0|0(00|0|00|@(O|0|0[|0|®@|O0|0|0|®@O|O

000|000 ® e e e e e e el e

Unisys

Offshore-centric = Key transactions announced in this quarter:

Cognizant TCS announced a 9.5-year, US$2,500 million contract
EXL Services with Citigroup for BPO services (through the acquisition
Genpact of the Citi captive)

HCL Technologies IBM announced an eight-year, US$873 million contract
Infosys with State of Georgia to provide IT infrastructure support
Satyam and BPO services

TS IBM announced an eight-year, US$800 million contract
Wipro with Amgen to provide IT infrastructure services

WNS ACS announced a five-year, US$703 million contract
Overall 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

traditional global and offshore-centric suppliers
witnessed a decline

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