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Introduction and scope

Overview, scope, and methodology of this report

The past 12-18 months have witnessed several GICs steadily scaling up the adoption of automation solutions and emerging as key strategic 

entities for the enterprises in this space. In fact, many GICs today house the global automation Center of Excellence (CoE), driving several 

initiatives across the enterprise. 

In this research, we aim to capture the key trends and challenges faced by GICs while scaling up the adoption of automation solutions. 

This report specifically provides:

⚫ An overview of the adoption of automation solutions across GICs

⚫ Key trends around the evolving role of GICs while scaling up the adoption of automation solutions

⚫ Key challenges faced by GICs in this journey

This report also contains 10+ examples highlighting the maturity achieved by GICs across various dimensions such as talent, CoE

management, and the leverage of advanced automation solutions such as Artificial Intelligence (AI) and Machine Learning (ML).

The report is primarily based on interactions with senior leaders from 100+ GICs, third-party service providers, and automation 

technology vendors.
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Scaling up the adoption of automation solutions in GICs – an 

overview

Over the past two to three years, GICs have made significant progress in the adoption of 
automation solutions (both RPA and AI). GICs have built scaled delivery teams with strong 

domain knowledge around the implementation of automation solutions.

There are multiple instances of GICs housing the global automation Center of 
Excellence (CoE) and driving automation across the enterprise. Aggressive 

adopters have moved beyond automating processes within the GIC and are 

now supporting process automation across locations and businesses.

Some advanced GIC adopters have built their own automation platforms. 
These platforms are typically used for process automation for smaller tasks 

and complement products from other market vendors.

Mature GIC adopters have developed in-house procedures for areas such as process selection, 
bot performance management, security management, and infrastructure governance. These 

Standard Operating Procedures (SOPs) have helped GICs expand their delivery across 

functions and locations in a smooth manner.

While GICs have made significant progress, they also face their share 
of challenges. Some of these include the lack of skilled talent, setting 

up and scaling infrastructure, and removing roadblocks from 

compliance, regulatory and security functions.
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Overview and abbreviated summary of key messages

This report highlights adoption trends, evolving role played by GICs while scaling up automation initiatives and the key chal lenges 

they face in their journey

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

⚫ Over the years, several GICs have progressed in their automation journey from 

planning/pilot stage to scaling up and steady state

⚫ GICs have achieved significant scale and penetration for enterprise-wide delivery of 

automation services

Overview of 

automation adoption 

trends in GICs

⚫ GICs currently face challenges such as non-availability of skilled automation talent, change 

management issues, and lack of leadership buy-in while scaling-up automation initiatives

⚫ Successful GICs have developed best practices to overcome these challenges 

Key challenges 

⚫ GICs are providing a wide range of solutions/support (e.g., advisory or end-to-end 

implementation support) to their parent enterprise

⚫ There is an intentional focus across GICs to strengthen the in-house talent ecosystem. 

From developing in-house automation talent to managing vendor resources, GICs are 

taking major strides in the talent management space

⚫ GICs are viewing automation as lever for generating business impact (e.g., revenue impact 

as against using automation just for cost/efficiency savings)

Major trends and 

focus areas 

The report also includes case examples showcasing the automation maturity achieved best-in-class GICs.
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This study offers five distinct chapters providing a deep dive into key 

aspects of the automation initiatives in GICs; below are four charts 

to illustrate the depth of the report

Progress made by GICs in scaling-up automation Stages of RPA adoption

Key challenges faced by GICs in scaling-up automation Case example of the GIC of a US-based retailer

Planning or proof 
of concept

Scaling 
up

Steady 
state

2017

2019

75-80%

XX-XX%

2017

2019

15-20%

XX-XX%

2017

2019

5-10%

XX-XX%

Prev alence of GICs across
different stages of adoption

Scale achieved by 
best-in-class GICs1

Penetration2
Role of GICs in driving the

enterprise’s automation agenda3

Lead design/execution 
of parent strategy; 
influence decisions on 
go/no-go opportunities

Largely parent-driven 
approach; provide 

opportunistic support 
with no/limited 

influence

35%
65%

XX-XX%

XX-XX FTEs

Prevalence of GICs 2017 2019

Steady state

POC or pilot

Scaling up

Key focus ⚫ Overcoming conceptual 
barriers to automation

⚫ Selecting the right 
processes

⚫ Choosing the right 
technology

⚫ Developing skills for 
automation

⚫ Getting the backing and 
funding for POC or pilot

⚫ Defining the scope of 
POC or pilot

⚫ Benchmarking the 
existing operations

⚫ Managing stakeholder 
expectations

⚫ Keeping the automations 
working even while system 
upgrades happen

⚫ Ensuring operations with 
governance and controls

⚫ Ensuring the continuity of 
operations

⚫ Identifying other processes 
for new automations 

⚫ Acting on lessons learnt 
from POC/pilot

⚫ Scaling up and initially 
running parallel with live 
operations, before going 
into production

⚫ Continuous monitoring and 
ensuring resilience in 
automations

Planning

75-80%

XX-XX%

15-20%

XX-XX%

5-10%

XX-XX%

MEDIUM
⚫ Identifying the optimal processes to automate
⚫ Setting-up and scaling infrastructure
⚫ Removing roadblocks from regulatory, compliance, 

and security functions
⚫ Monitoring and maintaining the digital workforce
⚫ Managing impacted resources (e.g., upskilling 

programs, reassigning workforce, etc.)

HIGH
⚫ Accessing RPA-experienced resources
⚫ Training in-house resources
⚫ Managing and retaining automation talent
⚫ Implementing the right change strategy 

and approach 

LOW
⚫ Managing third-party vendor resources’ quality
⚫ Obtaining leadership buy-in and/or stakeholder alignment
⚫ Upgrading CoE/RPA operating model as GICs evolve in their journey

⚫ Availability of RPA-experienced 
talent remains the biggest 
challenge facedby GICs

⚫ While the general market 
awareness around automation 
and availability of training 
programs (e.g., those instituted 
by tech vendors) has increased in 
the past one to two years, the 
talent gap still exists

⚫ Retaining talent (especially RPA 
developers) has been another 
key challenge

Stakeholder management

Setting of correct expectations with the 
leadership, especially around the duration  

and effort involved in obtaining a Return on 
investment (ROI) and the inherent 

uncertainty of the journey, played a key role 
in securing buy-in

Process selection

The GIC evaluates both volume
and value of transactions handled by 
a particular process while developing 

business cases. The GIC also 
places a strong emphasis on 

process reengineering

Security and governance

The GIC proactively addressed data 
security and governance issues as well 
as ensured compliance with the existing 
security policies. The GIC also kept its 

internal legal, regulatory, and IT security 
teams involved in their journey
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Additional Catalyst™ research references

The following documents are recommended for additional insight into the topic covered in this report. The recommended documen ts either 

provide additional details on the topic or complementary content that may be of interest

1. RPA Implementation in GICs – Learnings and Best Practices (EGR-2017-2-R-2514); 2017. This report discusses the changing role of GICs from a 

low cost delivery destination to becoming capability centers for digital technologies such as automation. The report covers the key learnings and the best 

practices of GICs  and also focuses on the challenges and mitigation approaches taken to overcome them. The report also includes case studies on the 

RPA journey of leading GICs from a variety of industry verticals and stages of RPA adoption

2. Leading Innovation and Creating Value: The 2019 Imperative for GICs (EGR-2018-34-R-3016); 2018. This report focuses on how Global In-house 

Centers (GICs) are driving innovation for their parent enterprises. The report covers the current state of adoption of GICs across different types of 

innovation. It further delves into the key enablers for driving successful innovation, supported with case studies of leading GICs across each enabler. 

The report also captures the best practices and identifies the call to action for leaders based in both the GICs and parent enterprises, specifically on how 

to accelerate on the innovation curve

3. Data and Analytics Maturity in GICs | Pinnacle Model™ Analysis 2019 (EGR-2019-42-R-3199); 2019. Everest Group’s GIC Data and Analytics 

Maturity – Pinnacle Model™ analysis focuses on understanding the journey of Pinnacle GICs that have developed a combination of d ifferentiated 

capabilities along with driving superior outcomes in the data and analytics space. The assessment is based on evaluation of the capabilities of 50 

leading GICs across verticals

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

Bharath M, Practice Director bharath.m@everestgrp.com

Param Dhar, Senior Analyst param.dhar@everestgrp.com

Website: www.everestgrp.com/ | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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