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Global services | key market trends in Q1 2024

The operating margin for both offshore-heritage and global providers increased in Q4 2023 as cost optimization plans 

made by providers in early 2023 have now started to yield results.

In Q4 2023, despite experiencing negative headcount growth by service providers over the past three quarters since 

Q1 2023, the headcount stabilized and was accompanied by a modest improvement in demand. Additionally, the 

signing of long-term deals by providers in 2023 initiated an upward trajectory, suggesting growth prospects in the 

coming quarters as these deals begin to ramp up.

In Q1 2024, the number of cybersecurity contracts increased following numerous attacks and data breaches, including 

incidents involving major service providers such as AT&T and PSI Software SE. Additionally, cloud contracts saw a 

33% increase compared to Q1 2023, driven by the persistent demand for platform migration, aimed at accelerating 

business operations through cloud computing.

The Middle East and Africa region experienced a significant increase in center setups Q1 2024, primarily in Saudi 

Arabia and the UAE. Enterprises are now willing to capitalize on the opportunities presented by the rapidly growing 

markets in the Middle East, especially in areas such as technology innovation, customer service, and cybersecurity.

In offshore regions, GBS setups by the retail and Consumer Packaged Goods (CPG) vertical increased, driven by 

companies looking to utilize digital technologies for consumer insights, technology research, product development, 

and packaging design.

E-4
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Offshore-heritage providers

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

In-house delivery setups and expansions | by region Locations dashboard

Market Vista reports highlight key trends and developments across outsourcing transactions, the 

overall health of transactions and global business services markets, location risks and opportunities, and 

provider developments

Voluntary Last Twelve Month (LTM) attrition

Attrition rate of MV index providers 

Percentage

Offshore and nearshoreOnshore [ N O T  E X H A U S T I V E ]Key enterprises

APAC (excluding India): 29 setups

Leading in-house centers: Qualcomm, Google, 

Johnson Controls, Visa, Danfoss, Merck & Co, 

BlackBerry, Sulzer, etc.

MEA: 9 setups/expansions 

Leading in-house centers: Sharjah 

Asset Management, Intel, Siemens 

Energy AG, Cloudflare, etc.

CEE: 10 setups

Leading in-house centers: ABB Group, Robert 

Bosch, Skoda Auto, Kingfisher, Analog Bits, etc.

North America: 20 setups

Leading in-house centers: Samsung, Israel 

Aerospace Industries, Starmark financial, 

Deca Technologies, 2ndgear, Sunnova, etc.

Latin America and Caribbean: eight 

setups/expansions

Leading in-house centers: Henkel, Google, 

Novo Nordisk, Brenntag, etc. 

UK and Western Europe: 30 setups

Leading in-house centers: British American Tobacco, Google, 

Alpitronic, Airbus Group, Boeing, E.ON, Beontag, BT, DailyPay, etc.

India: 42 setups/expansions

Leading in-house centers: Tata Elxsi, BP, BlackBerry, Udemy, 

Walmart, Adidas, Qualcomm, Apple, Johnson & Johnson, 

Pratt & Whitney, Boeing, Samsung, etc.

Location Top cities

Number of 

center setups

Share of digital 

centers

Share of

tier-2/-3 centers

Share of in-house 

delivery centers

Favorability of operating 

and business environment

Top onshore locations 

US
San Francisco and 

Seattle
21

Singapore Singapore 10

UK London and Newcastle 8

Italy Milan and Turin 6

Saudi Arabia Riyadh 6

Top offshore/nearshore locations

India
Bangalore and 

Hyderabad
47

China Guangzhou 4

Mexico Queretaro 4

UK Belfast 3

Canada Montreal 3

Malaysia Kuala Lumpur 3

Romania Timisoara 3

Guyana Georgetown 2

Brazil Sao Paulo 2

Costa Rica Heredia 2

Increased from the last quarter

Decreased from the last quarter Moderate

HighSame as the last quarter

The share of top onshore locations center setup 

activity increased in Q1 2024 to 51 centers 

compared to 46 centers in Q4 2023. The share 

of top offshore/nearshore locations center setup 

activity decreased in Q1 2024 to 73 centers 

compared to 74 centers in the previous quarter. 

Italy and Saudi Arabia were the new entrants 

among the top onshore locations, while China, 

the UK, Romania, Guyana, and Costa Rica were 

the new entrants among the top offshore/nearshore 

locations 

The leading onshore locations have highly 

favorable operating and business environments, 

whereas most of the leading offshore/nearshore 

locations have moderate risk exposure

Global providers

Engineering service providers

The average attrition rate continues its decline in Q4 2023. This trend is attributed to 

a temporary pause in hiring initiatives as well as a decrease in competitive talent 

acquisition practices among providers. Additionally, concerns about a potential 

global economic recession and an increase in workforce downsizing 

are expected to further dampen the attrition rates in the coming

months. Companies are adopting a cautious approach in light of

the global economic uncertainties, leading to a slowdown in 

hiring activities and a tighter job market. Consequently, 

professionals are opting to stay in their current roles due to limited 

alternative career opportunities. As a result, we anticipate that 

average attrition will remain low in the short term before rising 

again as the demand for talent increases.
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