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has amplified the risk exposure for companies

The increasing complexity of the outsourcing market -E

Factors driving increased risk

RESEARCH INSTITUTE

Examples of risks

Vendor and model proliferation
Multiple service providers and business
models

Large span of functions
Typically combination of many IT, BPO
and some KPO services

Increasing scope
Significant proportion of operations now
in low cost locations

Global delivery chain
Services often delivered from multiple
locations with diverse risk footprint

Dynamic economies
Most delivery locations are emerging
economies going through rapid change

Regulatory risk
Ensuring compliance with regulatory
guidelines in source and destination
countries across suppliers
e :
Performance risk
Business case risk Managing quality of

Managing wage service delivery, attrition,
inflation without knowledge retention
affecting quality of

Data security and
intellectual property risk
Implementing measures to
safeguard data and
\jlntellectual property

service

[Concentration risk

[Business continuity risk ]

[Currency risk ]

- ]

Most large companies have capabilities in global risk management. However, the level and type
of risk exposure that is emerging from the globalization of services is unprecedented

ARKET
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Sourcing leaders are being asked to manage risks

N
associated with global sourcing and support the @
delivery of transformational results

RESEARCH INSTITUTE

Are there
opportunities
to optimize my
pricing?

What is the real
inflation and how
does it compare to
price increases in
my portfolio?

What are my
peers doing?

Are there new
govt. incentives
that | can avail?

What new service delivery
models/ suppliers are my
peers leveraging?

How can | better
manage forex
changes?

What new risks are
my suppliers taking

Are their any new
political or macro-

Who are the

How are the o
on? R relative costs economic risks | need
. 9 . 9 ) to be aware of NOW ?
O suppliers in my moving across
(o)

areas? locations?

Key decisions that Sourcing managers need to support
= Comparison with peers

Location risk management

Supplier selection and optimization

Design of new deals

Price benchmarking and contract renewals

& ‘_ARK e Copyright © 2009, Everest Global, Inc. 4
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Market Vista provides continuously updated facts and N
analysis every guarter to enable effective management @

RESEARCH INSTITUTE

of global services portfolios

Each quarterly Market Vista report captures developments across three key areas

A 4

= Outsourcing transactions
trends
Transaction analysis —
By industry, geography,
etc.

Listing of major BPO/IT
outsourcing deals
Large offshore deals

= Captives analysis
New captive set-ups,
divestures
= Focus on Financial
Services players
Transaction analysis

Developments across

global majors

A 4

Location trends and risks

Key location developments
Establishment of new
offshore delivery centers

Risk dashboard capturing

key current and emerging

risks
Geo-political / economic
changes
Government initiatives

Q1 focus — Fact-base on

Eastern European cities
Sustainability of
arbitrage
Operating costs across
9 cities, inflation rates,
and currency trends

A 4

Supplier developments

Key developments among

20 leading global suppliers
Financial performance
Transaction activity
Changes in delivery
footprint
M&A and alliance
activity

Detailed profiles for each

player capturing key

developments across

dimensions
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Each section of the quarterly report comprises 30+ N
pages of insight and data @

lllustrative Table of Contents (page 1 of 2)
Topic Page no.
Section | A: Trend analysis — Outsourcing, offshoring, and captives -3
= QOutsourcing transactions analysis -4
= Offshore transaction analysis -8
= Change in outsourcing transactions (Q-0-Q) -9
= Captive developments [-10
Section | B: Focus topic [-14
= Financial services outsourcing and offshoring [-15
Section | C: Data snapshots [-20
= Examples of large BPO and IT deals signed this quarter [-21
= List of new captive announcements made this quarter [-24
= List of captives with announcements for expansion [-30
= Key developments for global BFSI majors [-32
Section Il A: Trend analysis — Risk and opportunity dashboard and analysis -3
= Risk and opportunity dashboard -4
= Risk and opportunity analysis -5
Section Il B: Focus topic — Eastern Europe 11-9
= Arbitrage sustainability [1-10
= Operating costs 11-13
= Operating cost inflation [1-14
= Currency trends -17
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Each section of the quarterly report comprises 30+ N
pages of insight and data @

lllustrative Table of Contents (page 2 of 2)
Topic Page no.
Section Il C: Data snapshots 11-18
= Market activity: Delivery centers established in Q1 2010 11-19
= Market activity: Delivery centers planned in Q1 2010 [1-24
= Market activity: Expansion announcements in Q1 2010 11-27
= Regional developments: Geopolitical, macro-economic 11-30
= Regional developments: Leading economic indicators [1-32
= Regional developments: Investment environment 11-33
Section Il A: Trend analysis — Key developments across suppliers -1
= Supplier developments overview -3
= Analysis of supplier developments -7
Section Ill B: Data Snapshots — Details of key developments and profiles by supplier [1-16
= Recent M&A activity by suppliers [11-18
= Recent alliances and partnerships forged by suppliers -21
= Locations [-27
= Key market developments -31
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Section | - Market section | Overview
Captures outsourcing transactions trends, captive developments with an

emphasis on Financial Services players

Market overview | Outsourcing/offshore market index
The outsourcing market continued to grow with positive trends in terms of
transaction and captive activity

Index of outsourcing transactions’ Index of offshore captive health?

MNumber MNumber
Captive announcements” = [ll Actual + [ Flanned
Captive dvestures = B Actual + [ Planned
%X XX KX XX
XX
XX
XX xx
Q12009 Q42009 Q12010 Q12009 Q42008 Q12010

= The captive market XXXX XXX with XX new captive announcements in this quarter
= The outsourcing market X000 by XX% in terms of transaction volumes  ACW X000 X000
compared to Q4 2009, but XXXX by XX% when compared to Q1 2009

1 Includes only data that has been publoly dsclosed
2 Announcements include both new set-ups and expansion of existng capive operations.
Sowrce  Everest Research instiute Tramaction Inteligence Ditabase:
Ll Copyright © 2090, Evermst Globsl, Inc.
ERLAN0LR 8419

New Captive announcements' | By region
More than XX% of market activity was concentrated in X3COC (OO0, 200K,

and XXXX)
Scale FTE'sk @000 (Pxx (o
East Asia:
X0 new captive announcements
» 2000 plans 1o Sl up its frst BPO center in
Eurcpe:

306w caplive announcements = X000 plans to expand its RAD center in

= KO0 opened is innovation center in X000 00 PO
POy () ® 00K plans 10 261 up a lechnalogy RAD
« 0OC(opened a KPO cenler in X300 PODOK oanerin X0 ()

2000 plans o open a new R&D center in
JOOOKPOOK) ()

J>¢

Middle East:

XX new captive announcements

= KXKX opened its first RAD
conter in XOOOK OB

Latin America:
XX rviw cagitive:

anncuncement » XXKXopened its RED center in | [
= XXXXplans fo busd L OO (OOCK
an R&D facility in P = XXX plans 10 sel up a center in :{xxn;:xuocww«ma:\mm development
e x center in XXO0
= Plans o invest USSX0C million inits RED
center in XO000
= D000 plans o invest USSXC million in its
RAD center in X300 .

1 indcate relafed 10 new
Mote: Al references to captives include only offshore captives.

Sowrce  Everest Research instiute analyss
KT

Copyright © 2010, Everest Globel, Inc. L
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Financial services developments | By function
With XX signings, BF S| vertical witnessed XXXX activity in Q1 2010

compared to Q4 2009 o
Break-up of transactions signed Split of BFSI transactions
by vertical Mumber of transactions

@1 2010; Number of transactions X

= Within the BFSI vertical,
ITO transactions X000
marginally by XX%, due
10 XX0CCITO activity in
banking and other
financial services sub-
wenticals

100% = XX transactions

= BPO transactions X000
from XX to XX ona

= Thede was XXX activity
h

BPO and ITC transactions|
with X000 reported this
quarter

Q12009 Q42009 Q12010

Quarter-on-Quarter (QoC) |

1 Inchodes kogistics. and wholesale, services, travel and ransport, media and enertainment, sducaion, eic. Alio inchades any Iransactons.
whire buyer dentiyindustry wene nol deciosed

Contrnet vahs detasls were ot dsclosed in magety of Iansachons i Me BFS! vemeal

Evorest Research Instiute Transaction Inteligence Dimtabarse

R E T Copyvight ©7090. Everest Globsl, Inc.
dn ey

ERLAN0ARI41

Financial services developments data | By sub-vertical
Key developments for global banking majors (page 1 of 2)

ITQ agreament: XXX, and Indian public sector bank, signed a XX-year contract with XXX for
campmhenswsl’l’ outsourcing services. As part of this agreement, X0O(X will be responsible for system

g, and 3 of XXXX core banking solution and enterprise applications. This
wuuld |r|r.0ude 24xT f the entire g IT i covering and
networking. XXO(C would also issioning and of the data centar and disaster

recovery center

BPO agreement XXXX signed a long-term contract with XXXX, As part of the agreemant, XXX will contin
to support the bank’s commercial card paymant services, and would become an exclusive service provider,
supperting card processing services of J00('s XXX cards

Includes over 15 pages
of data tables across

transactions, captives
and financial services

BPOag KUHX, the and banking arm of X)XX, has sig
agreement with XX}XX for retail remitlance-processing services. XXXX previous!
OO through a sub-contract with ancther service provider

Sowrce Everest Research Irsttute analyss.
~Lly Copyright © 2010, Everest Global, nc.
ST Eaanwu!nn’
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Transaction analysis for each quarter helps assess market momentum

Section | — Market section | lllustrative output “§
and trends over time

RESEARCH INSTITUTE

Index of outsourcing transactions? Index of offshore captive health?
Number Number

Captive announcements? = [JJi] Actual + [_]Planned
Captive divestures = I Actual + [_]Planned

Q1 2009 Q4 2009 Q1 2010 Q1 2009 Q4 2009 Q1 2010

= The captive market XXXX XXXX with XX new captive announcements in this quarter
= The outsourcing market XXXX by XX% in terms of transaction volumes. ACV XXXX XXXX

compared to Q4 2009, but XXXX by XX% when compared to Q1 2009

1 Includes only data that has been publicly disclosed

2 Announcements include both new set-ups and expansion of existing captive operations
Source: Everest Research Institute Transaction Intelligence Database

M E Copyright © 2009, Everest Global, Inc. 10
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Section | — Market section | lllustrative output N
Analysis is further detailed at a functional level @

RESEARCH INSTITUTE

Decreased from last Similar to last Increased from last
® quarter O quarter O quarter

Q-0-Q change in number of BPO transactions, Q-0-Q change in number of ITO transactions,
by process!? by process!?
Process Q1 2009 to Q4 2009 to Process Q1 2009 to Q4 2009 to
category Q1 2010 Q1 2010 category Q1 2010 Q1 2010
XXXX Q O XXXX O Q
XXXX O Q N ‘ ‘
XXXX

Q O XXXX O O
XXXX Q O
XXXX O O
XXXX O O

1 Includes transactions in which functional scope may have multiple processes
Source: Everest Research Institute Transaction Intelligence Database

REE T Copyright © 2009, Everest Global, Inc. 11
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Section | — Market section | lllustrative output N
Coverage also includes captives, with a focus on setup, divestiture and @
other trends among captives

XXXX — Divests its remaining XX% stake in XXXX to XXXX

n XXXX divested its remaining XX% stake in XXXX to XXXX. In XXXX, XXXX had divested XX% of its stake
in its shared services captive, XXXX (XXXX), which was renamed XXXX

= In Q1 2010, XXXX divested its remaining XX% stake in the shared services center to XXXX

= The acquisition of XXXX strengthened XXXX capabilities in BPO F&A services, employee services,
procurement, and KPO

XXXX — Divests its services arm, XXXX, to XXXX

. XXXX divested its services arm, XXXX, to XXXX. XXXX is responsible for customer management, ticket
issuing, and back-office processing across rail franchises including XXXX, XXXX, and XXXX

= Per the agreement, XXXX will continue to handle customer management, correspondence, ticketing, and
other back-office processes for XXXX’s rail customers. XXXX will also take over XXXX’s two XXXX contact
centers in XXXX and XXXX

Source: Everest Research Institute analysis

4 REE T Copyright © 2009, Everest Global, Inc. 12
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Section | — Market section | lllustrative output N
Developments among leading financial services players are profiled @

RESEARCH INSTITUTE

XXXX

ITO agreement: XXXX, and Indian public sector bank, signed a XX-year contract with XXXX for
comprehensive IT outsourcing services. As part of this agreement, XXXX will be responsible for system
integration, provisioning, and management of XXXX core banking solution and enterprise applications. This
would include 24x7 management of the entire underlying IT infrastructure covering computing platforms and
networking. XXXX would also undertake commissioning and management of the data center and disaster
recovery center

BPO agreement: XXXX signed a long-term contract with XXXX. As part of the agreement, XXXX will continue
to support the bank’s commercial card payment services, and would become an exclusive service provider
supporting card processing services of XXXX’s XXXX cards

BPO agreement: XXXX, the investment and corporate banking arm of XXXX, has signed a long-term BPO
agreement with XXXX for retail remittance-processing services. XXXX previously provided lockbox services to
XXXX through a sub-contract with another service provider

Source: Everest Research Institute analysis

4 REE T Copyright © 2009, Everest Global, Inc. 13
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Section Il - Locations section | Overview

Key developments and emerging risks and opportunities across locations

RESEARCH INSTITUTE

Locations | Market activity heatmap

an

Chial Sonsh Alnca
Argerena

1 Detals on new centens opened are provided in the pages that Tolow thes section
Mote  Analysis based on centers of Forbes 2000 captives and Top 20 Global Supghers
Source Everest Ressarch Insstute anatysss
~LL L Copyright © 219, Everest Global, Inc.
T R 0904 7 0413

Ilo(mm’ m'
o Egypt . *‘f‘
H S‘E.o':; R_:; e Pilnama v ‘p'm

centers in the U.S.

Locations | Risk and opportunity analysis
Leading Indian suppliers are beginning to set up / expand their delivery

s am TRUTE

= XXX expanded its cenber . XN
i XXX by adding XX Facio!
FTEs in G 2000 . XXX
= XXXX red a new
XX.seat delivery center in . 0000
HHHK
» 0K established a BPO . HXKX
center in X000 QOO0 in
01 2010 . K
w X000 plans fo set up a
- 2000
X0
w000

Scurce  EverestResearch Irsstute analysis

EF3 2090 8. R.081%

Copyright © 2010, Everest Global,

. Inc.

Locations | Q1 Focus: Eastern Europe
1. Operating costs

Operating cost per FTE for IT services
2009; US$'000s/per annum

KH-XK

XXX XX

Prague Bme Budapest  Bucharest Sofis Bratislava Warsaw Krakow
Operating cost per FTE for BPO services
2009; USF000s/per anmum

HHHK XXX AN-XK

Bucharest Sofla

Prague Bmo

Budapest Bratislava Krakew

Sowce: Everest Research instiute ansyss
Ll Copyright © 2090, Evermst Globsl, Inc.
P ERLAN0LR 8419
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Locations | Market activity data

Announcements of delivery centers established in Q1 2010 (page 1 of 5)

s m TRUTE

=3 |ncludes over 20 pages

r Suppliericaptive  Number of FTES  Other commants
== 0000 January | X0 000 Estatished s first Back office in 00X
[ 30000 January 3000 20000 Opened a new research and development center at X000
20000 0000 January 300K 20000 Opened a delvery center to senang JOOCK chents
0000 30000 Jaruary [ 3000X 0000 Setup a second delivery faciity in X000 provide busness
corsuling, systems inlegration, information and data
management
X 30000 Janumry | XXX 0000 [Estatished s second laciy in X000
KK 30000 Jaruary | XX0KK 00 [Estabished anciher deivery center i JOOU 1o prowide both
00X servces bo & range of chents across
products, travel, financial services, and
00 30000 Fetrary | 1000¢ 000 Setup an Frovation center for product development
appcation, and design
000 30000 Fetnary X000 0000 Estatished a ghobal FAA shared-services centet § ool
000K cherts 7\
X 0000 Fetnary | X000 0 (Opened a XOUOK 10 Tocus on garme development.
ArETAhon BN QuaY BSSUTANCE
0000 000K Febrary | 20000 000
KK pooad Fetnary | 0000 XK Ackced a second certer PN

Scurce  EverestResearch Irsstute analysis

ERL20AR0413

Copyright © 2010, Everest Global, Inc

of data tables on
market activity, costs,
wage inflation, etc.
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Section Il - Locations section | lllustrative output N
The dashboard identifies key emerging risks and opportunities across @
prominent offshoring regions

RESEARCH INSTITUTE

Legend
* Significant risk factor requiring attention

O Potential near-term risk; may need monitoring
O Positive change since last assessment

XXXX
XXXX XXXX
XXXX
O \/
O
O
XXXX
XXXX
XXXX
XXXX
O
Source: Everest Research Institute analysis
15
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Section Il - Locations section | lllustrative output N
Key risks and opportunities are further detailed. For example in the wake

of economic recovery, hiring has once again picked up among the Indian  wsecnwsirure
suppliers

= XXXX expanded its center B XXXX
Factors

in XXXX by adding XX
FTEs in Q4 2009
m  XXXX has acquired a new

. XXXX

XX-seat delivery center in . XXXX
XXXX
= XXXX established a BPO B XXXX
center in XXXX (XXXX) in
Q1 2010 . XXXX
= XXXX plans to set up a
new delivery center in . XXXX
XXXX by Q2 2010
. XXXX
. XXXX
. XXXX
Implications
. XXXX
. XXXX

Source: Everest Research Institute analysis

REE T Copyright © 2009, Everest Global, Inc. 16
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Section Il - Locations section | lllustrative output N
The market activity heatmap identifies spikes of activity across regions

o Czech Republic —» giand

Hungary—¥ _ Romania
) W Bulgaria

Morocco

7 ol
Mexico P

El Salvador —p«
Costa Rica ~wPanama

Brazilt

W

Chile South Africa

Argentina

1 Details on new delivery centers opened are provided in the pages that follow this section
Note: Analysis based on centers of Forbes 2000 captives and Top 20 Global Suppliers
Source: Everest Research Institute analysis

4 REE T Copyright © 2009, Everest Global, Inc.
; ISTA ERI-2010-8-PD-0419
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[ XXXX
Bl XxXXxX
[T xxxx
B xxxx
] XXXX
T xxxx

Chinat
o4

}' Philippines
Malaysia b

Singapore

17



Section Il - Locations section | lllustrative output

The section also contains quarterly data on themes such as socio-political,
macroeconomic, and promotion initiatives across regions

Locations | Market activity data
Announcements of delivery centers established in Q1 2010 (page 1 of 5)

Locations | Regional developments
Geopolitical and macro-economic environment (page 1 of 2)

A T e

XK Estabished €5 st back offion i XXXX WK XX
0K Opened a new research and development center af JOOCK « Accondingio f latest estimates by MF, msnpgm.mmxmmmmmmm With,
K Opened a delivery cerfier 10 servng JOOCX chents growth likely o remain monihs, it revivad from
XXX, Setup a second delrvery faciity in J000( 10 provide business 000K decided 1o pull out its operations. from X000 over XO00( and X000 imposad by the X000
consulting, systerns infegration. nformation and data polentially ratse Concs investors, there has not been any olher
management reparted instance of operatons being descontinued in X0
R Estabished £3 second tacity in X0
. 00—
pRRR e A o + The XXXX govemment recently presented the XXX in XXXX tal had specifec poinis on e offshoring
proucts, travel, fnancial senvces, and telecommuncations Sec TPT;mmlmiw”mnwmmmmmwm“
oo Setup aninovation cerfer for prouct developrment, Incentives 1o T companses o focus on XXX activilies by XOOUC on costs for R&D
Surphl\caloﬂarﬂwumsMmhnddwmwuxuadllwmrsolmmmnsb
X0 Establshed a global FAA shared-services. center focusing on sirwamiinia St Cunent cumbersome pr
000K clents vansaonrummupamxhxmmhehmammcmmorlmpemm IT propects in
RHRX Opened 000K 10 10615 £ Game development, game o e counry
MMaton, and Qually SSUrance senices for multple Reaffirming the imporance of XXX 1o promote mvestments through removal of ceran anomabies in
garming plattorms The X000 Act
HHHX of Tor the = Onfhe other hand, there were a few provisions that may negatvely impact the industry
| J(.'KX)‘ollax holiday wnder X000
KO |ndded a second center in XXX for providing BPO serices anmounc 0K ane XK

nmnm.uxxxanm from 0% o X% on book profits, which would result in a higher
oulgo of cash from firms

+ Infaticais sesicars concem with both CPl and Price 000
LLI%; Copyright © 2090, Eversst Global Inc. 10 neeT Copyvight © 2090, Eversst Global, Inc. a0
T ERI010-8R0419 T ERL 108 RB419

Locations | Regional developments Locations | Regional developments
Leading economic indicators Investment environment (page 1 of 3)
[t [t
|Latest available for 1 Asia . XK
a1 2009° Q2 2009° Q3 2009° 04 2009° 2009 (Yo¥) 2010° = The state government of 30004 ROCKK) plans to develop XX IT parks’ SEZs for launch batween Apnl-
hugentina ey o o o o e JDeoelrber 2010 The IT park at XXXX was recently opened while he park in XXXX ts kkely 1o be ready by
une 2010 The I#le( 1T parks in X000, XXO00K and XXXX are likely o be completed by end of 2010
Beazil X% XX K% XX% XXt XX% . The nexpem th 300X counties wnder e X000 This is expected 1o
Bulgaria ey KN aA A A XA 1o travel and work in J0000 The serece ciause in he
i o 0% o o o o ﬁﬁ:m:ﬂm\ 2 xxxxseews market access for s [T ITES, heallh, education, and olher
China 0% X% A% % X% X% = Tha state of X000¢ got its fiest private IT park in February 2010, The X000 has & builtup ana of about
Costa Rica % % % % X% X% Wmm;e:mc;nm;mle nrmsga(:xﬁmlesmls Ilsmmmmorm
Czech Rep *X% XK K% XK X% XK complete in the next XX-XX months. The wotal mupwuurmemawmmmmsmmu
Hungary iK% A% *K% A% X% X% expandio XX square feet
inoa o 0% R 0% J00% SR = 000X - The local government of XX0X has launched a plan for smpeoving 508 skills (e.g.. language skills)
Malaysia [Ty KN [y A KN e amongihe graduales as pan of M overall plan 1o promote the oty a5 an [T offshone destinaon. As par of this
plan, more than XX students across XO0 universities would be provided specific raining in software courses.
Maxico % Kt xx% Xx% X% X% The local govemmant wouldalso provide a subsidy of USSXX milion each yeas 1o encourage college
Philippines | XX% Kt Xkt X% X% 0% grachsales 1o take up software programs, which
Paland o % ok % por% Xx% = X)00X - XXX, the national IBPO industry chamber, iniisted a promational campaign in XXX to inroduce
Romania X% X% K% XX% X% XX% 0K ITBPO capabilities and help build relationships with key decision makers in X000 and X000
Stavakia 6% X% 0% X% K% X%
1 Real GOP growth, percentage change one year ago
2 Consurner prices, percentage change one year a0

Sources: Economit, Eurastat, IMF Sources: Everest Research Instiute analysis. Econormist

m“ Copyright © 2070, Eversst Giobal, inc. a2 ﬁ“ Copyright © 2090, Everss: Global, inc. -

T ERIA0LR 0419 T ER0-8R8413
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Section Il - Locations section | lllustrative output
Each quarterly report will cover a deep-dive on a specific geography /

theme

Locations | @1 Focus: Eastern Europe
Arbitrage sustainability for Eastern Europe (page 2 of 2)

TG SERVICES ™"
Projected sustainability’ of labor arbitrage
Numberof years

Current momentum of
operating cost inflation  Increasing operating cost  Decreasing operating cost

Source/ destination  and currency inflation and currency inflation and currency
countries appreciation? appreciation by 2% appreciation by 2%
FHHH XX, XXX HXXX KH=XX
OO0 KXAXX XX=XX XX-XX
XK XX XH-XX XX-XX
BPO SERVICES
Current momentum of
operating cost inflation  Increasing operating cost  Decreasing operating cost
Source destination and currency inflation and currency
countries appreciation appreciation by 2%
OO0 XXX XXX
OO0 HH=XK H=NX
000 XA 202X

1 Assuming sustainabilty of labor arbérage untl destination country satanes are 70% of source country salaries
2 Currency appreceation i consadered as a cumulative annual growth rate during the time pericd Q1 2008 10 Q1 2010 forall cases
Source  Everest Research Imstihute anabyss

AR ET Copyright ©2090. Eversst Global, Inc. e
~ ERI2N08R0NY

Locations | @1 Focus: Eastern Europe
Arbitrage sustainability for Eastern Europe (page 1 of 2)

e

ITO SERVICES

USinfation =XX%

uss

O XXK

Hurdie rate’
[ Rt

Optimistic scenario
XXX appreciation” @ Xx%
Corst nflabion®  XX%

000K @ XXK - H
e r :
. R
- - Time
1 fers 1o age ratio of the courtry, which 55 alows Sor mesringful offshoring, Hurdie rate

o estimated o approoomatety X00%

Currency spprecation i consadered a5 a cumulaive annual growth rate dunng the tme pericd Q1 2008 10 Q1 2010

Cost inflation inchxdes. rullipke Taciors such 35 wage inflston, inflation n facibes & real estate costs, and miscelaneous costs inchudng
SUDMERE, Ielecom, B INGon

Source: Everest Research istige analyss

AR ET Copyright © 2090, Eversst Global, Inc. e
~ ERLANOBRHNY

Locations | @1 Focus: Eastern Europe
1. Operating costs

R IR
Operating cost per FTE for IT services
2009; USS'000s/per annum
XXX MM XX XX REAKK
KX o PRKX KKK

Prague Bmo  Bucapest Bucharest  Sofa  Brafislave  Wamsaw  Krakow  Poznan

Operating cost per FTE for BPO services
2009; USS'000s/per annum
KXA-XX

KKK XK XX-XX
XXX KEXX xxx XA

HX-XH

Prague Bmo Bucapest  Bucharest Sofie Bratislave  Warsaw Krakow Peznan

Sowrce  Everest Research instiute anafyss

u Copyvight © 2110, Everest Glabsh, Inc. it
~ ERIL0108 86419

RKET

Locations | @1 Focus: Eastern Europe
2b. Operating cost inflation — Real estate inflation

Annual change in real estate rentals (grade A)
2009; Percentage

= In XXXX, prime yields declined for the first time in seven quarters to XX%
Vacancy rate in XXXX steadily increased during last year and reached a high of
XX% in Q4. Lack of sufficient demand and aversupply are expected 1o keep the

I vacancy rates relatively high in the coming quarters as well
XX A0

:xl WHHN = Market in J000¢ and X000 was impacted due to 8conomic recession

Even though there was slight improvement in overall market act
2009. overall rentals were still lower by XX-XX% compared to

ards Q4

new completions and subdued off-take in office

= The office market remained weak with significa
xx 200
= Consequently, office rentals 300 by

Ssubmarke!
= This has resulted in substa

» Vacancyrate in XXXX rose to XX% in
XX KK and weak demand
= Maorecver, weakening demand on

closing in 2009)

= Demand for office space in XX0( XX
xx. N = In addition, vacancy rate XXX to XX!

trends, etc.

Sources.  Everest Research rstiute anafyss. CBRE. Cushman and Wakefield
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Q4 2009 report includes
a deep-dive on emerging
geographies covering
costs, inflation, currency
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Section Il - Supplier developments | Overview
Profiles developments across 20 leading suppliers, highlighting key

implications for sourcing managers

Supplier developments analysis | Transaction activity
Relative momentum of transaction announcements

[Pt
@ Wncreased from last quarter

O Semiar tolast qeater

@ Oocrmnsed from last quaner

oo o il = Actoss the group of Market Vists Index supplers, X0
x I ) Eid =] fid ° ot
XX a0 [ ] xx [=] x (-] 2010, 8 2000 trom the X0 anncunced o the
[ ™| O X (] X =] oo quarter
tod oo o 2 X g Traditional global 000X (X deals) and
o T e I x 1ol mlse s s eyt 20000
XIOCK (XX deals) led overnl Irarmsacton actndly in
X x| © e | o | © basalioad
XX xx L xx -] xx [
X XX ] X ] X [ » Key announced in the quarter
Moderate activity in O1 2010 1 - 300 anced year deal
i o | X [+] X [+] XK under wehach § will optimie JOUXK
i oo b ] b o1 utsourced 1T research, er,
and applcatons
x = 3 = 8 = : « X000 announced a XJOCK-year extension 1o s
tec
JE3 o] @ x 1 © [ o [ & | agreement wih XXXX valued af USSXX bibon
XK 3 [<] xE ® | x | O | J000C signed & LESEXX millon, XX.year contract
LS XX L] e (<] S (-] with YOOCX under which f wil carmy out
[ Low activity in G1 2010 1 for empioyer particpation and
X > | © X e X @ mermber enrolmert, colection and reconcikation
X | © K ) o | o et rarageinert
X %1 o o ¥ ————
XX 3 [] X =] XX [=
7 on puticly
2 Deats that inchude both 110 and BPO servoes
Mote: The high-actrvity group inchades supphers: wih af st seven new deals, the moderate-activiy group includes supphers with twa 1o six
e deals, the low activity group inchudes supplers with one or o new deal announced in the quarter
Sorce Everest Rescarch rntiute (2010)
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Supplier developments | Market Vista Index suppliers
This section explores market activity and insights from 20 leading global
sourcing suppliers

P

Traditional global suppliers Offshore-centric suppliers

. y EXL GENPACT

Cognizant @

l g | == &

D Mahindra Satyam

TATA CONSULTANCY SERVICES

2w

[Trie saction focuses on key developments b the sbove su ]

1 EDSwas ntegrated into HP, and the segment & now called HP Enterprse Services. For the purpose ofthis report, we wall refer to the
company as HPES

2 Perotwas acquined by Defl in Sep 2009 The compary s currently called Dell Perol Systens but wil e rebranded Dell Senvices in
subsequent quariers. For the purpose of this repart, we will refir 1o the company a8 Dell Senvices
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Supplier developments analysis | M&A and alliances
M&A activity remained similar, while alliance activity stepped up
significantly compared to Q4 2009

e

M&A by supplier category
Number of acquisitions

Alliances by supplier category
Numbaer of alliances

‘Offshore-centric
suppiiers

XX

Oftshare-centric
suppliers
Tradtional global
suppliers

Traditional global
suppliers

04 2009

Q12010

04 2008

12010

The overall M&A activity was XXXX compared to ©4 2009, Amang the offshare-cantric supphiers, only XXX made XX
acquisition, However, traditional global suppliers registered a positive growth momenturn, with the number of
acquisitions Increasing from seven in Qi 2009 to eight in Q1 2010

+ Alliance activity XXX significantly in @1 2010, driven by XXXX suppliers

Sources:  Company websdes. press reieases
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Q1 2010 | Key market developments
XX XX (page 1 of 2)

T

Buyer name | | (years) Services
000 Jan 2010 |3 200 | |
Location Status Employess | Description

| Mo location actorty anncunced i thes quarter J

Mergers & Acquisitions (MBA) and alliance activity

o MA&A actwiy arnounced n the quarter

e Includes over
P R Ot s e 0 st O 40 pages of data tables
Segments = Geographees. X% dunng O 2008, X000 o

HOCK revenues grew

300%) followed by XXXX (over XX%) in O4
= Services Apphcation Developmert, represanting YXX% of X000CS &
» Verticals: The Financial Sernoes

on M&A, new delivery
centers, management

L/\c/haiges, etc.

» 2000 s seeng inoreased traction in its X000 practice, whch includes servoes
coding and X000

Institute (2010}, compan

Copyright € 2090, Eversst Global, inc.
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Section Il — Supplier developments | Illustrative output A
This section includes a perspective on relative momentum across suppliers

RESEARCH INSTITUTE
QO Increased from last quarter

Transaction announcements?! activity in Q1 2010 and trend over Q4 2009 QO similar to last quarter
ITO dea|S BPO dea|S BOth dea|32 . Decreased from last quarter

Suppliers Number Trend Number Trend Number Trend

High activity in Q1 2010 = Across the group of Market Vista Index suppliers,

XX XX @ XX @) XX (] XX new outsourcing transactions were announced in

XX XX @) XX (@) XX O Q1 2010, a XXXX from the XX announced in the

XX XX O XX [) XX O previous quarter

XX XX () XX @) XX O N _

XX XX 0o XX 0o XX o) = Traditional global suppliers XXXX (X_X deals) and

XX XX 0) XX ) XX o) XXXX (XX deals) and offshore-centric supplier
XXXX (XX deals) led overall transaction activity in

XX XX o XX o XX O the quarter

XX XX [ XX o XX o

XX XX @ XX @ XX @ = Key transactions announced in the quarter:

Moderate activity in Q1 2010 XXXX announced a US$XX billion, XX-year deal

XX XX ) XX @) XX O with XXXX under which it will optimize XXXX

XX XX @) XX @) XX [@) outsourced IT research, development,

XX XX ) XX ®) XX ) maintenance, and applications _ _

XX XX 9] XX ®) XX ® XXXX announced a XXXX-year extension to its

global information technology outsourcing

XX XX ® XX O XX O agreement with XXXX valued at US$XX billion

XX XX O XX @ XX o XXXX signed a US$XX million, XX-year contract

XX XX @ XX @) XX @) with XXXX under which it will carry out

Low activity in Q1 2010 administration for employer participation and

XX XX O XX ) XX ) member enrolment, collection and reconciliation,

XX XX O XX [®) XX O and cash management

XX XX O XX () XX O

XX XX O XX o XX o

1 Analysis based only on publicly announced transactions
2 Deals that include both ITO and BPO services
Note: The high-activity group includes suppliers with at least seven new deals; the moderate-activity group includes suppliers with two to six
new deals; the low activity group includes suppliers with one or no new deal announced in the quarter
Source: Everest Research Institute (2010)
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Section Il — Supplier developments | Illustrative output N
Each supplier is profiled in detail across multiple dimensions
Sample profile — XXXX (page 1 of 2) RESEARCH INSTITUTE

Recent transaction activity

TCV estimate |Duration
Buyer name Announcement date (US$ million) | (years) Services

XXXX Jan 2010 XX XX XX

Location Status Employees Description

No location activity announced in this quarter

Mergers & Acquisitions (M&A) and alliance activity

Type of activity [Target/partner firm |[Description

No M&A activity announced in this quarter

Key takeaways from Q4 2009 earnings call

Category Description

Financials = Revenue for Q4 2009 was US$XX million, a growth of XX% over Q3
= Operating margins declined by XX bps to XX%

Pricing = Pricing XXXX in Q4 2009

= Revenue from fixed price contracts remained at XX% of total revenue in Q4

Segments = Geographies: XXXX revenues grew XX% during Q4 2009. XXXX contributed to the largest portion of XXXX’s revenues (over
XX%) followed by XXXX (over XX%) in Q4.

= Services: Application Development, representing XX% of XXXX's revenues, grew XX% during Q4 2009

= Verticals: The Financial Services segment, which accounts for over XX% of the firm’s revenues, grew XX% during Q4 2009;
the Healthcare segment, accounting for XX% of the revenues, grew XX% during the quarter. Retail, Manufacturing and
Logistics performed better than expected and rose XX% during the quarter on account of retail sector clients increasingly
opting for global delivery to cut costs

= XXXX is seeing increased traction in its XXXX practice, which includes services like outsourcing for claims, XXXX, benefits
coding and XXXX

Sources: Everest Research Institute (2010); company websites
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Section Il — Supplier developments | Illustrative output A
Each supplier is profiled in detail across multiple dimensions
Sample profile — XXXX (page 2 of 2) RESEARCH INSTITUTE

Key takeaways from Q4 2009 earnings call (continued)
Category Description

Talent = Headcount reached XX with a XXXX of over XX people (comprising XXXX technical staff) in Q4 2009

1 XXXX was XXXX on hiring during the latter part of 2009

= Utilization rate (offshore — incl. trainees) dropped to XX% in Q4 2009 on account of accelerated fresh hiring during the
guarter

= Attrition in Q4 XXXX to XX% from XX% in Q3 2009

Future growth = XXXX guided for Q1 2010 revenue to be US$XX million, a XX% growth over Q4 2009, and FY2010 revenue of US$XX
billion, a XX% growth over FY2009

= The firm expects business opportunities in forthcoming M&A integration work across banking & financial services, healthcare

and retalil industries

Pricing is expected to remain stable over 2010 with a slight upward bias

Other significant developments

Type of
announcement |Description
Headcount m XXXX hired XXXX students from different engineering colleges in XXXX to develop its XXXX facility. The company is

selecting students from all the engineering streams and not restricting to the core circuit branches like computing, electronic,
electrical, and instrumentation. The company is looking for diversified profiles and recruited people from offbeat verticals like
polymer technology, leather technology, and textile engineering

Others = XXXX announced plans to expand services offered from its XXXX delivery center. The center in XXXX currently focuses on
providing business application development, support, and maintenance. The division will be developing business process
and infrastructure management services, primarily for XXXX’s global clients. The company also announced its intention to
continue the construction of new delivery centers and is most interested in XXXX and XXXX

= XXXX confirmed the bonus payout to its employees for calendar year 2009. The top performers reportedly got as much as
XX% bonus, a number that is unprecedented in recent years

Sources: Everest Research Institute (2010); company websites
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Market Vista encompasses a suite of offerings N
Multiple delivery formats allow Global Sourcing Managers to access @

iInformation in a way that supports the decision-making process
Market Vista Standard subscription Premium subscription
offering Description access (annual) access (annual)

Quarterly report with in-depth coverage of
ONELCAC @l  transaction, location, and supplier trends v v

_ Quarterly brief of expert perspectives on
Primer emerging market trends (e.g., new pricing v v
models)
: Annually updated database of location stats (e.qg.,
Mool N EIELERM  cost, attrition, inflation rates) for 23 major cities \/ \/

Flash reports highlighting breaking industry news ‘/ ‘/

Breakin 4 L2
g and expert perspectives on key implications

viewpoint

Locations Insights

Bi-monthly Global Location Insights e-newsletter ‘/ ‘/
e-newsletter

containing detailed country and region info

Supplier capability

Annually updated library of 200+ supplier profiles, ‘/

profiles including functional views (e.g., FAO, HRO)

Analyst

10 hours of analyst access per year for \/
consultation

personalized insights and additional perspectives
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Appendix: Additional research references —§

RESEARCH INSTITUTE
The following documents are recommended for additional insight on the topic covered in this Research Report.
The recommended documents either provide additional details on the topic or complementary content that may
be of interest

1. Market Vista: Q4 2009 (ERI-2010-8-R-0394); 2010. This report summarizes the key trends and developments for Q4
2009 in the global offshoring and outsourcing market.

2. HRO Annual Report 2010 — “A year of multi-process HRO market reinvention and evolution” (ERI-2010-3-R-
0403a); 2010. This report examines the global 2009 HRO market and provides insights, detailed analyses and
implications for stakeholders along three key dimensions: market size and buyer adoption; transaction characteristics;
and supplier landscape. The report also provides Everest's outlook for 2010, classifies suppliers into leaders, major
contenders, and emerging suppliers category on Everest PEAK matrix, and identifies five suppliers as market star
performers in 2009.

3. PO Annual Report 2010 — “PO in 2009: A Year of Prudent Growth” (ERI-2010-1-R-0401); 2010. The PO market in
2009 witnessed increased levels of interest and market activity. However, the average contract values dropped due to
the adoption of a conservative approach given the prevailing uncertain economic conditions. With the global economy
reviving, Everest predicts growth in excess of 20% for 2010 and expects the multi-process PO market to reach nearly
US$1.3 billion in ACV.

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

Amneet Singh, Vice President — Global Sourcing:  asingh@everestgrp.com
Anand Ramesh, Research Director: aramesh@everestgrp.com
Salil Dani, Senior Research Analyst: sdani@everestgrp.com

Everest Research Institute

Two Galleria Tower

13455 Noel Road, Suite 2100 Phone: +1-214-451-3110

Dallas, TX 75240 E-mail: info@everestresearchinstitute.com
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Get the answers today that lead to tomorrow’s N
success @
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Everest has the resources, experience, and capabilities to provide our clients the
appropriate consultancy services support coupled with the strategic intelligence, analysis,
and insight that are crucial to making the right decisions in today’s environment.

With the vision of our leadership team, the personal commitment, and the passion of our
professionals to deliver real value to our clients, our organization is unsurpassed in its
ability to help guide your company’s future success.

Everest Research Institute Everest India

Two Galleria Tower ﬁ Ground Floor, Tower A
13455 Noel Road, Suite 2100 Unitech Business Park
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www.everestresearchinstitute.com +91-124-304-1000
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409a Wattletree Road
East Malvern

Everest Group
150 E., 52" Street, 16" Floor
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+1-646-805-4000 +61-3-9509-3933
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