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Before COVID-19, most Global Business Services (GBS) organizations regarded Work From Home (WFH) as a hard-to-govern delivery model, relevant only for limited services and 

employees, and typically for Business Continuity Planning (BCP). But COVID-19 has fundamentally altered that perspective

In a post-COVID-19 scenario, we expect WFH to emerge as an imperative for GBS, with more than 50% GBS organizations expected to sustain scaled WFH adoption even after the 

lockdown measures are lifted. While most GBS organizations have approached WFH opportunistically, they are now trying to understand the business case for scaled adoption, beyond 

BCP benefits and including factors such as cost and talent proposition

This report is based on Everest Group perspectives from our extensive engagements in the GBS market, including conversations with 50+ GBS CXOs and a survey among enterprise and 

GBS CXOs, and the Work At Home Agent (WAHA) model implementation in the global services sector

This playbook will guide business leaders on various WFH strategy design and implementation aspects, including:

Note: The terms “Work From Home” (WFH), “telecommute workforce,” and “remote workforce” have been used interchangeably in this report

Background of the research

Definition of WFH and how it 

fits the next normal for GBS

The business case 

for WFH

Key action steps for 

operationalizing WFH

Key challenges and 

success factors

Use cases for scaled 

WFH adoption in GBS
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We have leveraged multiple sources of information for this research

Additional secondary research to 

augment Everest Group’s existing 

Intellectual Property (IP) and proprietary 

information in specific areas

Prior experience of supporting leading 

global companies on Work From home 

(WFH) and Work-At-Home-Agent (WAHA) 

model implementation within the global 

services industry

⚫ Global Business Services (GBS) 

database of more than 5,500 GBS 

centers across offshore, nearshore, 

and onshore cities

⚫ Locations – coverage of global 

services activity across 200+ cities

⚫ Interactions with 50+ GBS CXOs and 

survey with 50+ enterprise and GBS CXOs

⚫ Includes senior leadership from GBS 

organizations across different locations 

and from diverse industry verticals

Sources

Proprietary datasets

Primary interactions

Additional secondary research

Prior experience (client engagements)
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This playbook will guide business leaders on various WFH strategy design and 

implementation aspects; below are four charts to illustrate the depth of the report

The business case for WFH adoption in GBS Scenario-based assessment of WFH financial benefits

Key aspects for successful WFH integration into the GBS standard delivery model Identify the work-mix for remote workforce

THE BUSINESS CASE FOR 

WFH HINGES ON FIVE LEVERS

Significant cost 

savings

Improved talent 

models

De-risking of 

locations portfolio

Strengthened GBS 

value proposition

Societal and 

environmental benefits

WORK 

PORTFOLIO

TECHNOLOGY & REAL 

ESTATE INFRASTRUCTURE

TALENT 

MODEL

PERFORMANCE 

MANAGEMENT

LOCATIONS 

PORTFOLIO

RISK 

MANAGEMENT

Everest Group framework for identifying and prioritizing work-types for remote delivery

Degree of collaboration needed Extent of process standardization Technology infrastructure needs GBS and parent comfort level

Zone of acceptance / sweet spot

Work-types that are heavily dependent on 

technology or are already delivered via WFH/ 

crowdsourcing

HighLow
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High

Feasibility (ease of remote delivery)
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Information and 

data security

Delivery location-

specific risks and 

control requirements

Home-/source 

location-specific risks 

and control 

requirements

Zone of resistance 

Work-types that companies are unwilling to entertain 

for WFH delivery due to risk, data, and information 

security considerations

Zone of reluctant acceptance

Work-types that companies typically prefer are 

delivered through dedicated secure centers but are 

selectively relaxing requirements (through policy 

changes) to ensure service continuity

Zone of rejection / least suited for WFH

Work-types that are require physical presence or 

have a high-risk perception vis-à-vis remote delivery

Analysis excludes long-term Capex savings associated with scaled WFH adoption

3-5% savings
~5% remote workforce

Conservative scenario

6-8% savings
~20% remote workforce

Moderate scenario

13-15% savings
~50% remote workforce

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

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

Rohitashwa Aggarwal, Practice Director: rohitashwa.aggarwal@everestgrp.com

Akshay Pandita, Senior Analyst: akshay.pandita@everestgrp.com

Sonora Gaggar, Intern

We recommend the following documents for additional insight into the topic covered in this report. The recommended documents either provide additional details or complementary content 

that may be of interest. 

1. Market Vista™: Navigating the Coronavirus Outbreak for Shared Services Organizations (EGR-2020-0-V-3614); 2020. In the light of the COVID-19 crisis, most shared services organizations have 

implemented their business continuity plans and adjusted their operations. The uncertainty associated with a risk such as a virus – unbounded by location or other formal borders – will continue for some 

time and require sustained diligence and proactive efforts to manage operations. This report summarizes the standard responses of most organizations, offers some best-in-class industry practices, and 

provides an outlook on the post-COVID business scenario. These perspectives are drawn from both our previous experience with organizations reacting to pandemics and specific responses in the current 

situation. It is vital to acknowledge that the impact of COVID-19 is different from crises, such as natural disasters or civil unrest, as it has disrupted multiple locations across geographies at the same time, 

and the global economy remains uncertain about the duration of impact.

2. Webinar Deck: What Next? Adjusting Your Workforce Strategies to Address Tomorrow’s Global Economy (19May20-Webinar); 2020. In the light of the COVID-19 crisis, the resulting economic 

downturn will have longer-term impact. As a result, organizations like yours are rapidly refocusing, reprioritizing, and redesigning their workforce strategies. The webinar will help answer questions such as:

⚫ How has COVID-19 impacted enterprise workforce strategies to date?

⚫ What is the next normal for locations and delivery strategies in this unfolding economic environment? Will the balance between offshore, nearshore, and onshore change?

⚫ How can organizations make their Business Continuity Planning (BCP) strategies simultaneously resilient and responsive?

3. Catalyst™: GBS State of the Market Report: Evolving Operating and Governance Models to Build GBS of the Future (EGR-2020-34-R-3643); 2020. The success of GBS model in India, Ireland, 

Poland, Philippines, and China has led buyers to explore it in other locations in Asia, Central & Eastern Europe, Rest of Nearshore Europe, Latin America, and Middle East & Africa. The GBS market has 

also expanded across verticals and functions. In this report, we provide an in-depth analysis of the GBS landscape and trends, including market size, growth, and distribution of GBS centers by buyer 

portfolio, scale, functions supported, and offshore delivery locations. The study concludes with a deep dive into the changing operating and governance models for GBS.

Additional Catalyst™ research references

https://www.everestgrp.com/
mailto:info@everestgrp.com
mailto:rohitashwa.aggarwal@everestgrp.com
mailto:akshay.pandita@everestgrp.com
https://www2.everestgrp.com/reportaction/EGR-2020-0-V-3614/Toc?SearchTerms=Market%20Vista%E2%84%A2%3A%20Navigating%20the%20Coronavirus%20Outbreak%20for%20Shared%20Services%20Organizations%20
https://www2.everestgrp.com/reportaction/19May20-Webinar/Toc
https://www2.everestgrp.com/reports/EGR-2020-34-R-3643/files/EverestGroup-GBSStat/Page2?searchHighlight=GBS%20State%20of%20the%20Market%20Report%3A%20Evolving%20Operating%20and%20Governance%20Models%20to%20Build%20GBS%20of%20the%20Future%20
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