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Our research offerings

► Application Services ► Financial Services Technology (FinTech) ► Multi-country Payroll 

► Banking & Financial Services BPS ► Global Business Services ► Network Services & 5G 

► Banking & Financial Services ITS ► Healthcare BPS ► Outsourcing Excellence

► Catalyst™ ► Healthcare ITS ► Pricing-as-a-Service

► Clinical Development Technology ► Human Resources ► Process Mining 

► Cloud & Infrastructure ► Insurance BPS ► Procurement 

► Contingent Workforce Management ► Insurance ITS ► Recruitment Process Outsourcing 

► Conversational AI ► Insurance Technology (InsurTech) ► Retirements Technologies

► Cost Excellence ► Insurance Third-Party Administration (TPA) Services ► Rewards & Recognition 

► Customer Experience Management Services ► Intelligent Document Processing (IDP) ► Service Optimization Technologies 

► Cybersecurity ► Interactive Experience (IX) Services ► Supply Chain Management (SCM) Services 

► Data & Analytics ► IT Services Executive Insights™ ► Talent Excellence GBS 

► Digital Adoption Platforms (DAP) ► Life Sciences BPS ► Talent Excellence ITS 

► Digital Services ► Life Sciences ITS ► Technology Skills & Talent

► Digital Workplace ► Locations Insider™ ► Trust and Safety

► Engineering Services ► Marketing Services ► Work at Home Agent (WAHA) Customer 
Experience Management (CXM)► Enterprise Platform Services ► Market Vista™ 

► Finance & Accounting ► Mortgage Operations 

If you want to learn whether your 
organization has a membership 
agreement or request information on 
pricing and membership options, please 
contact us at info@everestgrp.com

Benchmarking

Peer analysis

Market intelligence

Contract assessment

Locations: costs, skills, 
sustainability, portfolios

Learn more about our 

custom research capabilities

Tracking: service providers, 
locations, risk, technologies

This report is included in the following research program(s): 
Market Vista™

mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/
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Market Vista | overview
Covers global services market research, analysis, and insights to demystify the market and direct clear, 
impactful decisions

Overall 
sourcing 
market

Location 
data and 
dynamics

Service 
provider 

landscape

 Outsourcing transactions and GBS center set ups – detailed analysis by industry 
vertical and geography

 Distribution of transactions by traditional and digital services and split by digital 
components

 Report of transactions by deal size, volume, and geography
 GBS set ups and expansions by key functions delivered

 Data on center set up market activity in both offshore and onshore geographies
– Center set up (overall and by city tier–1/2/3)
– Distribution by traditional and digital services
– Distribution of set ups by digital components

 Regional developments across locations

 Updates on service provider market activity (number of deals, M&As, 
alliances, new center set ups)

 Service provider developments, including financial performance (revenue, 
operating margins), transactions, location footprint, M&A activity, and 
digital-focused alliances

Quarterly reports 
and annual report

Global sourcing 
adoption report

Location 
database

Webinars / 
market briefingsBlogs/ viewpoints

Global services 
market pressing 

issues report

Analyst 
consultation
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Global services | key market trends in Q3 2021

E2

Service providers are relying on inorganic growth, with an uptick in the number of alliances in 
Q3 2021, driven by global providers

Overall location setup activity remained stable across offshore/nearshore and onshore 
locations; however, India experienced a surge in its setup activity, which reached pre-COVID 
levels

While GBS activity decreased in onshore locations, the share of digital-focused centers 
increased to two-thirds of the setups having a digital component leveraging AI, analytics, and 
RPA services

The demand for system integration services is continuously gaining traction, as firms across 
North America adopt automation and an integrated approach in business processes, which 
require efficient communication and seamless integration with other devices
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Global services dashboard | Q3 2021

Note 1: Digital details around each parameter are added in respective sections
Note 2: Q1: January-March, Q2: April-June, Q3: July-September, and Q4: October-December

E3

Outsourcing/offshoring market overview Offshore/nearshore location dynamics Service provider developments and trends

16

61
33

80

25

96

Acquisitions Alliances

63% 65% 64% 82% 60% 57%

Q2 2021Q3 2020 Q3 2021

Acquisition activity saw a decrease in this quarter while alliance 
activity increased significantly, compared with the previous quarter
Number of acquisitions and alliances

The consolidated revenue for offshore-heritage increased and 
global providers decreased in Q2 2021
Sequential growth in revenue (Q2 2021 vs. Q1 2021)

Global service 
providers

OverallOffshore-heritage 
service providers

-5.1%

4.3%

-2.7%

GBS activity decreased vis-a-vis Q2 2021
Number of new GBS setups and expansions

50% 62% 59% 68% 60%47%

Q2 2021Q3 2020 Q3 2021

30 27
32

44

21

40

Onshore Offshore & nearshore

59% 56% 60%

439 414 402

Q1 2021 Q2 2021 Q3 2021

Outsourcing demand witnessed a decrease, whereas share of 
digital deals increased compared to the previous quarter
Number of outsourcing transactions

Share of activity in tier-1 and tier-2/3 locations remained largely 
similar to the previous quarter
Number of delivery center setups

Q2 2021Last four quarters average Q3 2021

Q2 2021Last four quarters average Q3 2021

Marginal increase in overall setup activity compared to last quarter
Number of delivery center setups

22 23

5

22
27

4

26
21
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Asia CEE & RONE, Middle
East, and Africa

Latin America and the
Caribbean

50% 54% 47% 59% 45% 51% 44% 25% 45%

28
20

30
23

33

22

Tier-1 Tier-2/3

50% 53% 52% 54% 36% 43%

Share of digital-focused activity
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Key developments in the digital space | Q3 2021
Digital-focused activity

 Continental established a development center in Chongqing, China to 
focus on connected vehicle technologies and develop software 
applications

 Tridius Technologies opened a center in San Jose, Costa Rica to 
provide services in areas such as data management and analytics, 
application development, and cloud architecture & migration

Alliances

Mergers and 
acquisitions

Outsourcing 
deals

Financials

GBS

Delivery 
location

E4

 Accenture partnered with Casino Group to leverage the expertise of Google Cloud 
Accenture to deploy innovative digital solutions, enhance customer experience, and 
operational efficiency of Casino Group

 Atos partnered with mLogIca to enable customers of both companies accelerate 
their distributed and mainframe modernizations to the Atos advanced computing 
platform or the public cloud.

Atos acquired Visual BI to add Visual BI's cloud data-related capabilities, 
consulting services, and partnerships to Atos' technology portfolio Accenture 
acquired BIIT Consulting to strengthen Accenture's position in driving AI and 
data transformation within the Southeast Asian region and to improve its 
position in the market for providing AI and data-led transformation services

 Infosys’ digital revenue accounted for 56.1% of the total 
revenue (~US$3,998 million), a YoY CC growth of 42.4%

 Atos’ digital revenue accounted for 52% of the total 
revenue (~US$3,143 million)

 Enterprises such as Bitpanda, Continental, Deutsche Bank, Geek+, 
Omnicell, Oppo, Telstra, Thyssenkrupp, Tiktok, Verily,  Zee 
Entertainment, and ZF Friedrichshafen opened GBS centers to provide 
digital services in offshore and nearshore locations

 Enterprises such as Amazon, Bosch Rexroth, CarMax, Everseen, LG 
Electronics, Mastercard, Microsoft, and Royal Bank of Canada opened 
GBS centers to deliver digital services in onshore locations

 National Security Agency (US) selected HP for cloud & 
artificial intelligence services

 Department of Labor (US) selected Verizon for cloud services
 National Geospatial-Intelligence Agency (US) selected 

Jacobs Engineering Group for cloud & cybersecurity services
 Centers for Medicare and Medicaid Services (US) selected 

NCI Information Systems for robotic process automation & 
artificial intelligence services 
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Service provider developments | Market Vista™ Index service providers

This section focuses on trend analysis for the above-mentioned service providers across various dimensions indicated on page III-4.

Global service providers

1 Pure-play engineering service providers
2 Xerox spun off its business services division to create Conduent
3 Convergys was acquired by Concentrix
4 DXC Technology was created through the merger of CSC and the enterprise services business of Hewlett Packard Enterprise (HPE)
5 Report covers only the services division of Fujitsu that is referred to as Fujitsu Services
6 Report covers the services division of IBM that is referred to as IBM Global Services (IBM GS)
7 NTT DATA acquired Dell Services and the acquired entity is now called NTT DATA Services

For detailed information, please refer to “SP analysis –
Standard” and “SP analysis – Interactive” tabs of 
Everest Group – Market Vista™ Q4 2021 – Appendix

III-1

432

6
75

1
1 1 1

Offshore-heritage service providers
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Research calendar
Market Vista™

PlannedPublished Current release

Flagship reports Release date

Market Vista™ : Q3 2020 August 2020

Market Vista™ : Q4 2020 November 2020

Market Vista™ : 2020 Year in Review and Outlook for 2021 March 2021

Market Vista™ : Q1 2021 February 2021

Market Vista™ : Q2 2021 May 2021

Market Vista™ : Q3 2021 August 2021

Market Vista™ : Q4 2021 December 2021

Market Vista™ : 2021 Year in Review and Outlook for 2022 Q1 2022

Market Vista™ : Q1 2021 Q2 2022

Thematic reports Release date

Global Services Market Pressing Issues: Service Providers’ Perspective March 2020

Market Vista™: Industry Insights – Life Sciences June 2020

Market Vista™: Industry Insights – Oil & Gas October 2020

Market Vista™: Industry Insights – Technology July 2021

Market Vista™: Industry Insights – Insurance November 2021

Market Vista™: Industry Insights – Banking Q4 2021

Note: For a list of all of our published Market Vista reports, please refer to our website page

https://www2.everestgrp.com/reports?Cat0=825
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness 
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be 
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

Bangalore
india@everestgrp.com
+91-80-61463500 

Delhi
india@everestgrp.com
+91-124-496-1000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our clients 
include leading global companies, service providers, and investors. Clients use our services to guide their journeys to achieve 
heightened operational and financial performance, accelerated value delivery, and high-impact business outcomes. Details and 
in-depth content are available at www.everestgrp.com.

Stay connected

Website
everestgrp.com

Social Media
@EverestGroup
@Everest Group
@Everest Group
@Everest Group

Blog
everestgrp.com/blog

mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
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https://www.facebook.com/everestgrp/
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