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01

Robust definitions 
and frameworks

Risk dashboard, key risk 
and developments, 

exchange rates

02

Primary sources 
of information

Annual contractual 
and operational RFIs, 

service provider 
briefings and buyer 

interviews, web-based 
surveys

03

Diverse set of 
market touchpoints
Ongoing interactions 

across key 
stakeholders, input from 

a mix of perspectives 
and interests, supports 
both data analysis and 

thought leadership

04

Fact-based research
Data-driven analysis 

with expert 
perspectives, 

trend-analysis across 
market adoption, 

contracting, and service 
providers

Year-round tracking of 300+ locations globally
Large repository of existing research for locations

Over 30 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

Our research methodology is based on four pillars of strength to produce actionable and 
insightful research for the industry
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Key definitions and inclusions
Countries included in delivery locations landscape analysis

 Global services market by revenue: total services exports of all countries in the world. Includes notional revenue from in-house / shared services organizations as well as revenue from third-
party IT services and Business Process Service (BPS) providers. Does not include revenue from domestic (national) markets
– Business Process Services (BPS): includes voice business processes (also contact center), non-voice business processes, industry-specific business processes, and knowledge-based 

processes
– Information Technology (IT): includes IT-Applications Development and Maintenance (ADM), infrastructure, testing, helpdesk, next-generation (cloud, mobility, social media, etc.), and other 

services related to information technology. Excludes engineering and IT-R&D services
 Global services market by headcount: estimated headcount (in terms of Full Time Equivalents – FTEs) involved in global services exports (see above) in 38 leading delivery locations listed 

below:

Region Country
Asia Pacific (APAC) India

The Philippines
China
Malaysia
Singapore

Nearshore Europe (NE) Belarus Lithuania
Bulgaria Poland
Croatia Portugal
The Czech Republic Romania
Estonia Scotland
Hungary Serbia
Ireland Slovakia
Latvia

Region Country
Nearshore Europe (NE) Ukraine
Latin America & the
Caribbean (LAC)

Argentina Guatemala 

Brazil Honduras

Chile Jamaica

Colombia Mexico

Costa Rica Peru

El Salvador Uruguay
Middle East and Africa 
(MEA)

South Africa

Mauritius

Morocco

Egypt
North America Canada
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Key questions addressed by this report

What does the future state of reshoring look like? 

How well have the sourcing models and functional delivery incorporated the widespread digital 
transformation?

In the wake of the global pandemic, how has the global services market grown and how is it likely to trend in 
the future?

How has the global services market performed in key geographies/locations?
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Overview and abbreviated summary of key messages

The Global Locations State of the Market Report 2021 is a unique and comprehensive guide to understanding the nuances of the global services locations landscape and 
interpreting locations-related developments and trends to frame locations strategy. The broader report has three parts – Key Trends Shaping the Landscape, Risk Watch, 
and Locations PEAK Matrix®. It presents insights about the size and growth of the global services market, update of locations activity, changes in risk profiles of locations, 
and an analysis of the relative maturity, arbitrage, and potential of locations for multiple functions. 

This specific part of the report is focused on the section - Key Trends Shaping the Landscape

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

Growth of global services market
 The global services market experienced a tepid growth in 2020 primarily due to COVID-19-induced business uncertainties, macroeconomic 

slowdown, delay in commissioning projects in the pipeline owing to rising cost pressures, and uncertainties around global trade conflicts. 
 However, the market rebounded in 2021 and is poised to grow further in 2022, driven by factors such as a strong recovery, increased 

demand for value-added and digital services, and higher offshoring/nearshoring by enterprises
Evolving location trends
 Enterprises are planning to grow their offshore/nearshore service delivery portfolios given the strong business resiliency showed by global 

services players during the pandemic. Asia Pacific continues to remain the destination of choice for service delivery, with the highest 
number of new center setups in 2020, followed by Nearshore Europe

Shifting sourcing models and services mix
 The nature of services delivered and sourcing models adopted are transforming amid digital winds of change. Given increasing 

digitalization, companies are focusing more on building skills in and delivery of IT-related services, particularly through the GBS model

The rise of reshoring 
 Reshoring continues to grow amidst data protection, portfolio optimization, and increased demand for business continuity planning. There 

is evidence of sustained need for front-office and back-office integration, strong digital-ready workforce, and increased regulatory oversight

Key trends shaping 
the landscape
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Global services revenue and growth, 2017-21(E); US$ billion Share of delivery regions by headcount, 2017-20; number of FTEs (in millions)

Breakup of digital center setup activity, 2019-20; percentage New onshore GBS delivery centers by region, 2018-20; number of centers

This study provides a deep dive into key aspects of global services market; below are key 
charts to illustrate the depth of the report
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The report also has a spreadsheet of data on locations activity in 2020 – new centers set up 
by GBS organizations and service providers
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