Provider Retail and CPG

®
EvereSt GFOUp Compendium IT Services

Retail IT Services - Provider Compendium 2024

Copyright © 2024 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form — electronic, written, or
verbal — is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them.

EGR-2024-73-CA-6357



Our research offerings

This report is included in the following research program(s):
Retail and CPG IT Services

>

>

>

>

vV vV VYV YV ¥V VYV VYV Y Y Y Y Y VY VY Y VY VY VY VvYY

>

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

vV V VYV VvV VvV VYV VY Y Y Y Y Y Y Y Y VY VY VY VY VY VY VY VY VY

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

/Rerest GI’OUp® Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-73-CA-6357

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

vV vV YV ¥V ¥V VYV V¥V Y Y Y Y VY VY VY Y VY VY VY VY VY Y

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


mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/

ontents |-

For more information on this and other research
published by Everest Group, please contact us:

Ronak Doshi, Partner

Yugal Joshi, Partner

Abhishek Mundra, Practice Director
Amrutanshu Mishra, Senior Analyst

Shraddha Pandey, Senior Analyst

Introduction and overview

Research methodology

e Introduction

Focus of the research

Enterprise sourcing considerations

e Accenture

e Birillio

e Capgemini

e CI&T

e Cigniti

e Cognizant

e Deloitte

e DXC Technology
e EY

e Genpact

e Happiest Minds
e HCLTech

e Hitachi Digital Services

merest Group®  Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-73-CA-6357

Key information on the report

© 00 N o O

11

16
20
24
28
32
36
40
44
48
52
56
60


mailto:yugal.joshi@everestgrp.com
mailto:amrutanshu.mishra@everestgrp.com
mailto:abhishek.mundra@everestgrp.com
mailto:shraddha.pandey@everestgrp.com
mailto:ronak.doshi@everestgrp.com

1. Introduction and overview

e HTC Global Services 64
e Infosys 68
e Kyndryl 72
e LTIMindtree 76
e Mastek 80
e SoftServe 84
e Stefanini 88
e Sutherland 92
e TCS 96
e Tech Mahindra 100
e Wipro 104
3. Appendix 108
e Glossary 109
e Research calendar 111

merest Group®  Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-73-CA-6357



Introduction

Despite macroeconomic conditions, retail enterprises are strategically investing in IT modernization initiatives throughout their value chain. The enterprise focus is on enhancing customer
experience through Al and data analytics, optimizing supply chains with technologies such as loT and automation, and integrating e-commerce seamlessly. Priorities also include
strengthening data security, ensuring compliance, and automating manual processes for improved efficiency. Retailers are investing in IT transformations to adapt to market trends, employ
data-driven decision-making, and gain a competitive edge through innovation. Recognizing the necessity of agility in a dynamic market, they aim to utilize cutting-edge technology solutions
and platforms to promptly respond to evolving consumer preferences and emerging trends.

In this research, we present an assessment and detailed profiles of 24 service providers featured on the Retail IT Services PEAK Matrix®. Each provider profile provides a comprehensive
picture of its service focus, key Intellectual Property (IP) / solutions, domain investments, and case studies. The assessment is based on Everest Group’s annual RFI process for calendar
year 2023, interactions with leading service providers, client reference checks, and an ongoing analysis of the retail IT services market.

This report includes the profiles of the following 24 leading IT service providers featured on the Retail IT Services PEAK Matrix® Assessment 2024:

e Leaders: Accenture, Capgemini, Cognizant, Deloitte, HCLTech, Infosys, TCS, and Tech Mahindra
e Major Contenders: Brillio, DXC Technology, EY, Genpact, Hitachi Digital Services, HTC Global Services, Kyndryl, LTIMindtree, Mastek, SoftServe, Stefanini, and Wipro
e Aspirants: CI&T, Cigniti, Happiest Minds, and Sutherland

Scope of this report Py
@ Geography @ Providers /. '\ Services
Global 24 leading IT \ ; Retail IT services
> . \, /

service providers .
N
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Overview and abbreviated summary of key messages

This report examines the global 2023 retail IT service provider landscape and its impact on the retail industry. It focuses on provider position and growth in the retail industry, changing market
dynamics and emerging provider trends, assessment of provider delivery capabilities, and key retail IT service provider profiles. It also identifies the key implications of the research findings

for buyers and providers.

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

Service provider characteristics

Retail IT service provider capability

/Eerest Group®

e Retail IT service providers are classified into Leaders, Major Contenders, and Aspirants on a capability-market-impact matrix

Accenture, Capgemini, Cognizant, Deloitte, HCLTech, Infosys, TCS, and Tech Mahindra are the Leaders in this Retail IT Services
PEAK Matrix® Assessment 2024 with several IT service providers emerging as Major Contenders

Leaders are characterized by their ability to successfully execute complex, multi-product/-platform, advisory-led IT transformations,
underpinned by their strong global delivery network

Leaders have strong partnerships with big tech firms, such as SAP and Oracle, hyperscalers, such as AWS, Azure, and GCP, supply chain
specialists, digital commerce providers, and specialized firms to enhance in-store operations, to innovate and build client-specific solutions
Major contenders are making continued investments in building retail-focused proprietary tools, solutions, and accelerators to enhance their
service delivery capabilities

Major Contenders have built meaningful capabilities to deliver IT transformation services; however, their service portfolios are not as
balanced and comprehensive as those of Leaders

Aspirants have good proof points in delivering implementation and/or managed services of low- to medium-complexity IT initiatives for Small
and Midsize Buyers (SMBs)

Aspirants are either focused on a certain product(s), specialize in a particular value chain segment, or currently have a relatively small retail
IT services practice



The Retail IT Services - Provider Compendium report has over 24 provider profiles

Provider 1 profile (page 1 of 4)

Overview

Vision for retail IT services

Provider 1's vision is to help retail clients reset their businesses through the six ir|
consumer offerings, channels, fulfillment, sourcing, talent, and data — with empha|
0 Envi

Social, And

Overview of client base

Few key clients are a leading US retailer, a leading luxury retailer, a leading globi

one of the largest health and wellness retallers.
Retail services revenue from the (CY 2023)

<US$20 million US$20-50 million

Number of active retail IT services clients

<10 10-20

C

verest Group® o

(ESG) principles.

US$50-200 million

20-40

Provider 1 profile (page 2 of 4)
Key solutions

veloped internall,

s Provider 1 profile (page 3 of 4)
XYZ XYZ can help retailers get more out { Investments
XYZ Designed to be open, flexible, and ad
~ while putting a greater emphasis o/
XYz XYZ uses next-generation technolog
data from various souross to provide ces/acquisitions/JVs leveraged to retail IT se
Type of investment Details of investmer|
XYz XYZ, an integrated digital platform, ¢ tyenn)
procurement to delivery, and tools fo Partnership (XYZ) It enhances Provider
technologies with Pro}
XYZ It provides a common language, met
Partnership (XYZ) It is an end-to-end pr¢
XYz It offers real-time supply chain visibil|
supply chains. Additionally, XYZ prof Acquisition (XYZ) Itis a technology con
Acquisition (XYZ) Itis a retail-focused s

Acquisition (XYZ)

It is a commerce aget

performance across k

<

verest Group®  Proprstary & Confidential. © 2024, Everest Giobal, Inc. | EGR-2024-73-R-63

<

Verest Group®  propratary &

/aerest GI’OUp® Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-73-CA-6357

Provider 1 profile (page 4 of 4)
Case studies

A leading US-based retailer

Business challenge

The retailer made decisions on how to allocate marketing dollars every year, however, using historical data to
decide where to spend was not easy. The data was often stale by the time it was available to analyze, and the
number of channels and platforms grew all the time. The retailer wanted increased speed and agility and to be
able to get more specific, actionable insights faster.

Solution

« Provider 1 designed an Al-powered solution that would enable faster and better data collection and more
precise modeling to optimize media spend

« The first step involved speeding up the existing data flow process, aggregating and processing all the data
from media channels, sales, and spending that fed the measurement model. By customizing XYZ, Provider
1's pre-integrated Al services, and capabilities, to do the data aggregation, it helped cut the existing process
by 80% using automation to accelerate processing and validation

« The next step involved working on the underlying model that produced the measurement. Previously, these
models were hypothesis-driven so new machine learning was introduced to the process, helping to

identify those between channels that potentially drive sales. With the new

monthly cadence, the team could refresh the models every month, iterating from the previous month's model
Instead of starting from scratch

Impact

« Shortened the lag between the measurement period and performance insights from five months to five
weeks, opening up a ten-and-a-half-month planning runway for the same period the following year

« Golng from one annual (where was as an average) to monthly
measurements meant that insights were more nuanced, so the team could see how one channel, or
another, might vary in performance throughout the year

« Team estimates that USSXYZ in media buying opportunities and value creation was unlocked by
Implementing the new tool

<
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A leading personal care retailer

Business challenge

The firm's legacy IT systems struggled to keep pace with its ambitious future plans, making it difficult to share
important operational data across departments rapidly. The client believed that a more resilient, centralized
system would lay the foundation to transform the business with future-proof digital innovations. In addition, a
cloud-based platform would drive better analytics across mission-critical applications, making operations more
aglle and responsive

Solution

« Despite remote operations during the pandemic, the team pulled off the big bang data migration without
disruption in 18 months involving 100 people

« Created an order management portal for franchisees, that represent about one-third of the business
revenue, which and order

. new doud-based ise resource planning system as the digital core for the client's
business that helped transform the company's financial, supply chain, and e-commerce processes

« Migrated 6TB of client's business data to the Microsoft Azure cloud leveraging Provider 1's XYZ platform

Impact

« Firm now has centralized, agile cloud platform to enable business flexibility and future growth in a fast-
changing market

« The portal saves time and provides better functionality for franchisees with easy ordering. Also helped the
firm in accurate stock forecasts, drive sourcing efficiencies, and provide a seamless customer experience
throughout brick-and-mortar stores and online

« Provided the client with the flexibility to acquire new franchisees and extend Into new markets

« Provided the ability to make faster and easier decisions
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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.
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