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Introduction

Background of the research

The report provides fact-based data and analysis on key trends and developments in global outsourcing for the retail and CPG industry. The report captures key developments across
offshore locations leveraged for service delivery, offshore/nearshore penetration and sourcing mix, global sourcing maturity, and adoption of digital services in the retail and CPG industry.
It also presents opportunities, implications, and challenges for providers and enterprises in the next normal.

The scope and methodology of this report includes:

e Key global sourcing trends in the retail and CPG industry

e Value chain processes in the retail and CPG industry

e Leading offshore locations leveraged for service delivery

e Offshore penetration and sourcing mix across key functions, including retail and CPG operations, corporate functions (F&A, HR, and procurement), and digital services such as
analytics, automation, Artificial Intelligence (Al) / Machine Learning (ML), cloud, Internet of Things (loT), and blockchain

e Global sourcing maturity across key functions — retail and CPG operations, IT services, corporate functions, and digital functions
e Adoption of digital services (analytics, automation, Al/ML, cloud, IoT, and cybersecurity) in the retail and CPG industry

e The talent war and mitigation measures

Geography Industry
Global ’ Retail and CPG

Scope of this report
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Focus of this report

What are the key offshore/nearshore locations leveraged by retail and CPG firms?

What is the global sourcing maturity achieved for delivery of retail and CPG services by third-party service providers and GBS organizations?
What are the key digital focus areas for retail and CPG firms?

What is the offshore penetration and sourcing mix trends for retail and CPG firms?

Key questions
addressed

e This report focuses on the global sourcing adoption (of both GBS centers and third-party service providers) by leading
retail and CPG firms

e Examples of key market participants:
— Retail and CPG enterprises — Mondelez International, Procter & Gamble, Coca-Cola, Walmart, Amazon, Nestle AG, and Johnson & Johnson
— Global service providers supporting the retail and CPG industry — IBM, Accenture, Wipro, and Centric Software

Key market
players
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Overview of the retail and CPG industry

(42

LY

Key market
players

Retail and CPG firms are at the forefront of innovation and Research and Development (R&D). Other than supporting high-maturity retail and
CPG operations, the adoption of next-generation technology services has gained more focus in recent years with the changing retail and CPG
industry landscape

Retail and CPG enterprises are increasingly investing in transformation through digital products and platforms. Digital technologies such as
Artificial Intelligence (Al) / Machine Learning (ML), cloud, blockchain, cybersecurity, loT, mobility, and data analytics are redefining the overall
retail and CPG industry landscape

Many retail and CPG firms are establishing global capability centers, center of excellence centers, innovation labs, and technology centers to
focus on automation of internal business and IT processes leveraging automation, big data analytics, and Al technologies

GBS centers and service providers are increasingly leveraged for shared service centers, supply chain management, order management, product
life cycle management, customer services, distribution services, inventory management, etc.

India is the leading offshore/nearshore location for services delivery followed by Poland, the Philippines, China, and Costa Rica amongst others
There is a need for retail and CPG enterprises to focus on the retention of their staff by managing their overall physical and mental workload and
reskilling them with digital skills

This report focuses on the global sourcing adoption (of both GBS centers and third-party service providers) by leading firms

e Examples of key market participants:

— Retail and CPG enterprises — Mondelez International, Procter & Gamble, Coca-Cola, Walmart, Amazon, Nestle AG, and Johnson & Johnson
— Global service providers supporting the retail and CPG industry — IBM, Accenture, Wipro, and Centric Software
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This study offers six distinct chapters providing a deep dive into key aspects of life
sciences market; below are four charts to illustrate the depth of the report

Key trends for global sourcing in retail and CPG industry

Innovation to support future
capabilities

Cost-saving as priority

&

9 .
%)

Investment in digital
capabilities

More offshore region focused

Key value-chain process in retail and CPG industry

NOT EXHAUSTIVE

Sales services &
customer
experience
management

Procurement and
supply chain
management

Logistics and
transportation
management

Merchandising and
inventory
management

Industry-
specific

:_‘ Sales and marketing %

IT services — IT application development & maintenance, testing, IT infrastructure, system integration, and package implementation

Corporate functions - (F&A, contact center, HR, Legal, compliance, risk etc.)

Horizontal

> Digital services — analytics, automation (RPA and Al), social, cloud, mobility, blockchain, Augmented Reality / Visual Reality (AR/VR)

| Leading offshore locations leveraged by retail and CPG organizations
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Framework to assess global sourcing maturity across functions

Assessment rating — how to interpret

Low maturity Medium maturity

£fN\

Both rule-based and complex work
supported, with a skew toward rule-
based work

F &Y

Dimensions of assessment

Nature of work Mix of rule-based vs. complex /

judgment-oriented work

Predominantly rule-based
work supported

High maturity

£

Both rule-based and complex work
supported, with a skew toward
complex work

Average scale of operations for global /
regional work

Size of teams handling the function Evidence of small-scale centers (<100
FTEs per function for leading players)

supporting global/regional operations

Evidence of medium-scale centers
(100-200 FTEs per function for leading
players) supporting global/regional
operations

Evidence of large-scale center (200+
FTEs per function for leading players)
supporting global/regional operations

Number of key players supporting
global / regional work

Number of leading players leveraging
back-office for the function (supporting
global / regional work)

No/limited companies supporting the
function

Some companies (four to six)
supporting the function

Multiple companies (seven to ten)
supporting the function

Level of ownership Degree of independence /

end-to-end execution of a process

No independence in carrying out a
process

Provides some level of independence
in executing
a process

End-to-end execution of a process
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Research calendar
Market Vista™

Il Published Planned [l Current release
Industry Insights — Banking and Financial Services December 2021
Trump Cards: Driving Healthcare Innovation During Uncertainty December 2021
It Is Not a Talent War; It Is a New Reality — 2022 Key Issues in Global Sourcing — Enterprise Perspective February 2022
Market Vista™: Q1 2022 February 2022
It Is Not a Talent War; It Is a New Reality — 2022 Key Issues in Global Sourcing — Service Provider Perspective March 2022
Market Vista™: 2021 Year in Review and Outlook for 2022 March 2022
Industry Insights — Telecom and Network May 2022
The Growing Need for Inclusive Talent Models: Learning from Impact Sourcing Specialists May 2022
Impact Sourcing Specialists Profiles - 2022 June 2022
Market Vista™: Q2 2022 June 2022
Market Vista™: Q3 2022 September 2022
Industry Insights — Healthcare October 2022
Market Vista™: Q4 2022 December 2022
Industry Insights — Retail and CPG January 2023

Note: Click to see a list of all of our published Market Vista™ reports
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Everest Group®

With you on the journey

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-416-388-6765

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

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.
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