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Amazon Web Services (AWS)

Application Services

Artificial Intelligence (Al)

Asset and Wealth Management

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management

Customer Experience Management Services

CX Excellence

CXM Technology

Cybersecurity

Data and Analytics

Digital Adoption Platforms

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Research and Development
Enterprise Platform Services

Exponential Technologies

Finance and Accounting
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Financial Services Technology (FinTech)
Forces & Foresight

GBS Talent Excellence

Global Business Services

Google Cloud

HealthTech

Human Resources

Insurance Business Process

Insurance Information Technology
Insurance Technology (InsurTech)

Insurance Third-Party Administration (TPA) Services

Intelligent Document Processing
Interactive Experience (IX) Services

IT Services Excellence

IT Talent Excellence

Life Sciences Business Process

Life Sciences Commercial Technologies
Life Sciences Information Technology
Locations Insider™

Marketing Services

Market Vista™

Microsoft Azure

Microsoft Business Application Services
Modern Application Development (MAD)
Mortgage Operations
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Multi-country Payroll

Network Services and 5G

Oracle Services

Outsourcing Excellence

Payer and Provider Business Process
Payer and Provider Information Technology
Price Genius — AMS Solution and Pricing Tool
Pricing Analytics as-a-Service

Process Intelligence

Process Orchestration

Procurement and Supply Chain
Recruitment

Retail and CPG IT Services

Retirement Technologies

Revenue Cycle Management

Rewards and Recognition

SAP Services

Service Optimization Technologies
Software Product Engineering Services
Supply Chain Management (SCM) Services
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Sustainability Technology and Services
» Talent Genius™

» Technology Skills and Talent

» Trust and Safety

» Value and Quality Assurance (VQA)

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

Learn more about our

custom research capabilities

Benchmarking
Contract assessment
Peer analysis

Market intelligence

Tracking: providers, locations,
risk, technologies

Locations: costs, skills,
sustainability, portfolios
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Global services | key market trends in Q4 2023
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In Q4 2023, application development outsourcing increased by 59%, driven by increasing
application complexity because of Artificial intelligence (Al) and machine learning developments.
Concurrently, the need for Enterprise Resource Planning (ERP) systems is increasing, driven by
the need for faster business operations aided by generative Al and cloud computing, fostering

additional growth in application development outsourcing.

Headcount growth continued to be negative for both global and offshore-heritage service providers |
as they continued to focus on protecting margins and increasing utilization. Given the current

macroeconomic climate, headcount growth is not expected to return till deal ramp-up picks up.

Mergers & Acquisitions (M&A) experienced an exponential increase in Q4 2023 and is anticipated

to improve in 2024 mainly due to fallen inflation, stabilized interest rates, and readily available
credit from Non-Banking Financial Institutions (NBFC).

. In onshore locations, GBS setups by the manufacturing industry continued to sustain high levels

driven by automotive enterprises as they are setting up innovation/R&D centers aimed at
implementing sustainable operations, electrification of supply chains, and enhancing electric

vehicle technology.

In onshore locations, center setups in the UK & and Western Europe continued to be strong for a

third consecutive quarter primarily in Germany and the UK with ~40% contributed by the
manufacturing sector.



Global services dashboard

Outsourcing transactions

e Application development contracts registered a 59%
year-over-year growth in Q4 2023

e The growth was fueled by increased adoption of generative
Al and machine learning technologies

e As enterprises are exploring new use cases, complexity in
application development is increasing which is in turn
driving demand for application development services

e Further, ERP systems implementation along with generative
Al and cloud computing is increasing as enterprises are
looking to optimize and speed up operations

Application development contracts

Q4 2022 — Q4 2023; number of deals X% growth rate

Q4 2023

Q4 2022
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Market Vista™ Index providers developments

Headcount continued to be negative for both offshore heritage
and global service providers as they focus on utilization to
protect their bottom-line

Average attrition declined further as hiring freezes across the
industry. It has resulted in employees staying put and is not
expected to go up till providers ramp up hiring

M&As improved significantly as providers are looking to
improve contributions from inorganic growth and with interest
rates stabilizing, M&A deals now have more favorable terms

Quarterly headcount growth of Market Vista Index providers
Percentage, Q3 2023

Global Offshore-heritage
providers providers
_ |
-0.4% “0.2%

Delivery center updates

e In-house delivery centers dropped slightly in Q4 2023

e In onshore locations, in-house delivery center setups by
manufacturing outpaced center setups by technology and
communications vertical for a third quarter in a row

e In offshore locations, growth was driven by India with 40% of
the total center setups followed by Central and Eastern Europe
(CEE), while in onshore locations North America declined but
the UK, Western Europe, and APAC (excluding India)
contributed 66% of the total center setups

e Delivery centers opened by service providers improved slightly
in Q4 2023 but are below 2022 levels as providers are not
focusing on expanding their delivery footprint as demand
remains weak

Onshore delivery centers opened in the UK and
Western Europe
Number of new center setups and expansions

31 30 31

Q2 2023 Q3 2023 Q4 2023



Market Vista reports highlight key trends and developments across outsourcing
transactions, the overall health of transactions and Global Business Services (GBS)
markets, location risks and opportunities, and provider developments

Service provider developments | Market Vista™ Index service providers

| Service provider developments | Market Vista™ Index service providers attrition rate

' Engineering service providers

Global service providers
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Key enterprises NOT EXHAUSTIVE

North America: 20 setups Il Onshore WM Offshore and nearshore
Leading in-house centers: Pegasus
Airlines, Schneider Electric, LG

Chem, Lockheed Martin, JPMorgan

Chase, Eaton Corporation, etc.

Leading in-house centers: Huawei, Google,
Verizon Communications, Hyundai Motor
Group, SAP, BASF, Volvo Group, etc.
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CEE: 12 setups
Leading in-house centers:
Ericsson Nikola Tesla, Lenovo,
Mouser Electronics, etc.

India: 29 setups/expansions

Leading in-house centers: SAP, Tata
Motors, Hitachi Energy, Bank of America,
FedEx, Nokia, Ernst & Young (EY), etc.
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APAC (excluding India): 21 setups
Leading in-house centers: Foxconn,
Nintendo, Hyundai Motor Group,
Microsoft Corporation, Panasonic, etc.

Latin America and Caribbean: four
setups/expansions

Leading in-house centers: Boeing,
UPL, MAHLE GmbH, etc.
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Leading in-house centers: Motorola
Solutions, Hisense Co, Qatari Diar, etc.

MEA: four setups/expansions ‘

Attrition rate of MV index service providers
Percentage

Voluntary Last Twelve Month (LTM) Attrition%
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The average attrition rate continues to decrease in Q3 2023. The temporary pause in hiring initiatives and the abatement of competitive talent acquisition practices are
becoming evident within the landscape of service providers. Additionally, the prevailing concerns surrounding potential global economic recession and the surge in
workforce downsizing to exert a mitigating influence on attrition rates in the forthcoming months. The cautious stance adopted by companies in response to global
economic uncertainties has exhibited a deceleration in hiring activities, resulting in a constricted job market. Consequently, professionals are increasingly inclined to
uphold their current positions amid the reduced availability of alternative career opportunities. As a result, we expect average attrition to remain low in the short term
and then increase as demand rises again.

Favorability of & Decreased from last quarter l Lov
Share of operating and BB same as last quarter Moderate
. Number of Share of digital tier-2/-3 Sha‘re of in-house bt{siness & Increased from last quarter @ Hih
Location center setups centers delivery centers environment
Top onshore location .
- e The share of top onshore locations center
D3 Ealtimore and_Ne_w ork 18 ¥ g 3 g - setup activity decreased in Q4 2023 to 45
UK London and Birmingham L 4 A = A d - centers compared to 49 centers in Q3
Germany Rome and Milan o % - A 4 * - 2023; the share of top offshore/nearshore
South Korea Seongnam and Gyeonggi 4 * * * = locations center setup activity decreased in
Singapore Singapore 4 % - $ * - Q4 2023 to 69 centers compared to 89
Top offshore/nearshore location centers in the previous quarter. The UK
India Bangalore and Chennai 37 @ L 2 ¥ L 2 was the new entrant among the top
Portugal Porto 6 A * * 2+ onshore locations, while Hungary, the UK
- T 6 4 * * - = (Northe_rn Ireland, Wa_lgs,_ScotIand),
Maleysa . A s s = now entrants among hetop.
Spain DublinjndiGaiway) 8¢ A * - - offshore/nearshore locations
Hungary Budapest 3 % - * * - . ) .
UK Belfast, Cardiff, Comber 3 4 * * * - e The leading onsr'u)re Iocatlops have highly
Canada Montreal - 3 * Y p— favqrable operating and business )
environments, whereas most of the leading
Uil litihs 3 e 0. = * offshore/nearshore locations have
Philippines Manila and Cebu City 2 & * * * moderate risk exposure
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Bl Published Planned [l Current release
Market Vista™: Q4 2022 December 2022
Market Vista™: Q1 2023 March 2023
Market Vista™: 2022 Year in Review and Outlook for 2023 April 2023
2023 Key Issues in Global Sourcing April 2023
Market Vista™: Q2 2023 June 2023
Market Vista™: Industry Insights — Oil and Gas June 2023
Market Vista™: Q3 2023 September 2023
Market Vista™: Industry Insights — Life Sciences December 2023
Market Vista™: Q4 2023 December 2023
Market Vista™: Q1 2024 March 2024

Note: Click to see a list of all of our published Market Vista™ reports
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E G ® Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
Ve re St rO U p 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.

With you on the journey

NOTICE AND DISCLAIMERS
IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.

Stay connected THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP'S TERMS OF USE.
Dallas (Headquarters) Website Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
info@everestgrp.com everestgrp.com reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
+1-214-451-3000 to the link above for the full version of the Terms of Use.
Social Media Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Bangalore X @EverestGroup Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities

m @Everest Group regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
) @Everest Group regulatory entity.

india@everestgrp.com
+91-80-61463500

Pe!hi O @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
india@everestgrp.com any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
+91-124-496-1000 Blog and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,

everestgrp.com/blog and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
London provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
unitedkingdom@everestgrp.com Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
+44-207-129-1318 any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.

Toronto Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
canada@everestgrp.com any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or
+1-214-451-3000 (2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise

or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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