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Our research methodology is based on four pillars of strength to produce actionable and 
insightful research for the industry

01

Robust definitions 
and frameworks

PEAK Matrix, market 
maturity, and technology 

adoption/investment

02

Primary sources 
of information

Annual contractual and 
operational RFIs, 
service provider 
briefings, and 

market feedback

03

Diverse set of 
market touchpoints
Ongoing interactions 

with key stakeholders, 
input from a mix of 
perspectives and 

interests, as well as 
support via data 

analysis and thought 
leadership

04

Fact-based research
Data-driven analysis 

with expert 
perspectives, trend 

analysis across market 
adoption, contracting, 
and service providers

Proprietary contractual database of over 5,000+ IT infrastructure services contracts (updated annually)
Year-round tracking of 30+ IT infrastructure service providers

Large repository of existing research in IT infrastructure services
Over 25 years of experience advising clients on strategic IT, business services, engineering services, and sourcing

Executive-level relationships with buyers, service providers, technology providers, and industry associations
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This report provides an insight into the current market trends and outlook for infrastructure 
services relationships in the global IT services industry

 The report provides insights across a comprehensive IT infrastructure services landscape. This includes analysis across buyers from different industries, geographies, 
and revenue segments

 The research also covers the global ITS market size and its distribution by service type, geography, and industry
 Apart from typical infrastructure services, the research also analyzes key trends in consulting services that are bundled with the broader engagements

Services industry

 Application development
 Application maintenance
 Independent testing
 IT consulting:
 Package implementation
 Systems integration
 IT strategy
 Next-generation services (edge 

computing services, IoT services, etc.)

 Cloud and datacenter services (servers, storage, etc.)
 Network services
 Database/middleware services
 Workplace/EUC services
 IT consulting:
 IT infrastructure consulting / IT strategy
 IT security services
 Next-generation services (infrastructure automation, 

infrastructure services for AI, edge/IoT services, etc.)

 BFSI-specific BPS
 Contact center
 Finance & accounting
 Human resources
 Knowledge services
 Procurement
 Recruitment process

IT Infrastructure Services (IS) Business Process Services (BPS)IT Application Services (AS)

Focus of research
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Introduction of the research
Combating COVID-19 through infrastructure-led transformation

Scope of this report:
Geography Services
Global IT infrastructure services

Background of the research
 COVID-19 has had a significant impact on IT services at a global scale including enterprise demand reduction, supply chain disruption, challenges in business continuity, cybersecurity risks, and 

services continuity challenges. More positively, it has caused an acceleration in remote working, but enterprises are facing the strain on their IT infrastructure as they need to shift their resources 
to a new working model. 

 Companies offering cloud services have been at the forefront to minimize disruption. There has been a sharp uptick in demand for cloud computing, including resources for running applications 
on the cloud, cloud services, cloud security, and applications on the SaaS model.

 Network, which is the backbone of an IT infrastructure estate, has proved to be one of the biggest enterprise challenges during the pandemic. Legacy networks lack the agility and business 
alignment for enterprise digital transformation. The increase in on-demand services and the introduction of new working models has further strained the already ailing network infrastructure. 

 COVID-19 has further pushed the narrative of including gig workers within the workforce. Enterprises’ move to a distributed service delivery model with a remote workforce has further paved the 
way to include gig workers, but this has come with its own set of challenges.

The scope of this report includes:
 IT services market size (split across applications, consulting, infrastructure services, geographies, and industry verticals)
 IS buyer adoption trends across geographies, industry verticals, and revenue sizes
 Key trends shaping the cloud and IS market (exploring the effects of COVID-19 on IT infrastructure services)
 Outlook for 2020-21
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Some of the findings in this report, among others, are:

 With the rising expectations of enterprise employees in this pandemic, there is a need for an evolved WFH model of the future. Enterprises need to realize that 
work from home is not temporary, but an integral strategic pillar of the future workplace

 While infrastructure will play a key role in rescuing enterprises from this crisis, they will have to take a holistic view and focus on evolving the services delivery 
model, seek efficiency and optimization measures, push toward modernization and digitalization, pivot to new business models, and invest in talent of the future

 Deal size increased in 2019; 30-40% expected dip in CY 2020 due to COVID-19
 Deal values witnessed an uptick due to increasing adoption of modernization and next-generation initiatives; enterprises moved out of the “try and test” phase 

and were looking to ramp up their digital infrastructure initiatives in the pre-COVID-19 world

Buyer Adoption

 IT infrastructure will play a key role in enabling structural changes in the global services industry and all infrastructure towers including workplace, cloud, 
network, and security will witness a growth uptick

 With work from home becoming the next normal, service providers need to overhaul their internal operating model and create seamless workplace of the future 
solutions for enterprises

Outlook for 2020-21

The IT services industry is grappling with unprecedented challenges due to COVID-19. There is a severe demand slump in the industry including challenges for business continuity, 
cybersecurity, and disruption in the supply chain. A well-planned transformation will not only rescue enterprises in the short term, but also revitalize them for future growth. This research 
provides fact-based trends impacting the cloud and infrastructure services market. It analyzes multiple aspects such as overall cloud and infrastructure service market size, leading players, 
deal sizes, deal durations, and pricing

 The COVID-19 pandemic has created unprecedented challenges for enterprises including demand reduction, supply chain disruption, business continuity 
challenges, service continuity challenges, and cybersecurity risks, among others

 Enterprises need to identify relevant infrastructure transformation opportunities across workplace, cloud, network, and security

Major highlights 
and key trends

Overview and abbreviated summary of key messages

Overview
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This study offers two distinct chapters providing a deep dive into key aspects of IT 
infrastructure services market; below are four charts to illustrate the depth of the report

Enterprises face unique business challenges as a result of pandemic ERP is the fulcrum of digital transformation

New deals within IS continued their upward trend Slight decline in proportion of North American deals; APAC continues its momentum
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Multi-region

How to leverage data 
and IT to enable rapid 
decision-making?

How to prevent fall in 
productivity and meet 

evolving talent needs?

How to service customers 
amidst rapidly changing 
customer habits and 
preferences?

How to ensure 
data security and 

compliance?

How to ensure 
that business is 
not disrupted?
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