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Discussion points for today

Key global services market 

developments in 2020

Key global services trends 

for 2021 Q&A
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What are your expectations for your organization’s growth 

(revenue/scope) in 2021?
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Quick poll 1 results

What are your expectations for your organization’s growth (revenue / scope) in 2021?

• >31% reduction – 2%

• 21-30% reduction – 4%

• 11-20% reduction – 2%

• 2-10% reduction – 5%

• Nearly flat – 8%

• 2-10% growth – 36%

• 11-20% growth – 30%

• 21-30% growth – 8%

• >31% growth - 5%
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A year with COVID-19: 

How did the global sourcing industry perform in 2020?
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The global services market displayed admirable resilience amid the 

pandemic and continued to grow in 2020, albeit at a slower rate than before

6.35-6.55

6.85-7.05
7.20-7.40

7.35-7.55

2017 2018 2019 2020

6%-8%

5%-7%

185-190

195-200

209-214
212-216

2017 2018 2019 2020

6%-8%

5%-7% 1-2%

2-3%

Note Includes global services exports from offshore/nearshore locations; excludes the domestic market

Source: Everest Group (2021)

Global services revenue and growth

2017-20; US$ billion

Global services headcount and growth

2017-20; number of FTEs (in millions)
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Both outsourcing transactions and GBS setups continued to grow in 2020

New centers

Existing centers 2,779 
2,956 

3,179 
3,427 

145

188

233

126

2017 2018 2019 2020

1,472 

1,852 1,899 

2017 2018 2019 2020

ITO
Outsourcing transactions announced1

2017-20; number of transactions

Number of offshore-nearshore GBS center setups

2017-20; number of GBS centers

1 Deal volume per iteration may vary due to ongoing enhancements to Everest Group’s Transactions Intelligence Database

Source: Everest Group Transactions Intelligence Database

1,965
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A year with COVID-19: 

What were the key changes in the nature of demand?
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Demand grew significantly in the technology and communications industry, 

while the share of retail and CPG declined

Increased DecreasedNegligible changeChange from 2019:

Outsourcing deals GBS center setups

BFSI 21% 10%

Healthcare 6% 4%

Manufacturing 9% 15%

Retail and CPG 6% 2%

Technology and 

communication 14% 53%

Others1 24% 16%

Share of industry verticals for outsourcing deals and new GBS center setups

2020; percentage

1 Includes government, cyclical commodities, hospitality & tourism, and transportation & logistics

Source: Everest Group (2021)
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Following a two-years decline, the share of ITO services in new deals 

increased significantly

82%
74%

63%

83%

16%
24%

35%

15%

2% 2% 2% 2%

2017 2018 2019 2020

Multi-function

BPO

ITO

100% = 1,472 1,8521,965 1,899

Outsourcing transactions announced by function1

2017-20; number of transactions

Increasing demand for digital transformation

Increasing demand for cloud, cybersecurity, 

and workplace services

ITO growth driven by

1 Deal volume per iteration may vary due to ongoing enhancements to Everest Group’s Transactions Intelligence Database

Source: Everest Group Transactions Intelligence Database
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The number of large-scale deals grew in 2020, reflecting strong market 

confidence and a positive outlook

59 63

53

71

2017 2018 2019 2020

374 364
407

528

2017 2018 2019 2020

Examples of large-scale deals

Count of large-scale deals (>US$100 million)

2017-20; number of deals

Large deal average size

2017-20; TCV US$ million

Large-scale digital transformation initiatives

Rise in asset-leveraged deals as enterprises

monetize their non-core assets

Growth driven by

Vendor portfolio consolidation to drive cost efficiency

Source: Everest Group Transactions Intelligence Database of publicly announced deals, company filings
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Significant growth in mergers and acquisitions and alliances across 

service providers

72 73

88

2018 2019 2020

235

196

238

2018 2019 2020

Service provider M&A

2018-20; number of M&As

Service provider alliances

2018-20; number of alliances

Source: Everest Group (2021)

Desire to augment digital capabilities

Geographic expansion

Growth driven by

Attractive valuation of start-ups driven by COVID-19, 

coupled with many service providers’ cash-rich 

positions
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Key global services market 
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Growth of the overall global services industry

Vaccine roll-out

Pent-up demand

Digital acceleration

Positive enterprise sentiments

Need for cost optimization

Fiscal stimulus across demand geographies

Multiple factors are driving global services industry growth
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Trend #1: GBS organizations will play a significant role in 2021 

enterprise recovery; growth in scale, scope, and stature within 

the organization 
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While hiring expectations for the market are muted for 2021, GBS centers 

are bullish based on 2020 successes and are expecting significant growth 

in 2021

2020 2021

Enterprise average growth 3.9% 0.6%

GBS average growth 2.8% 6.2%

Service provider average growth 7.5% 5.0%

Sentiments about anticipated headcount growth

Percentage of respondents

Source: Everest Group Key Issues Survey, 2019 and 2020, respectively
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IT application development and maintenance

IT cloud and data center services

IT infrastructure services

Analytics 

BPO – HR

Industry-specific BPO

BPO – finance & accounting

Marketing/sales support services

BPO – contact center

7% 50%

3% 63%

7% 57%

10% 43%

10% 50%

13% 40%

7% 70%

10% 70%

7% 73%

GBS’ scope of delivery will expand, with growth expected to be more 

pronounced in the technology and analytics spaces

DecreaseIncrease
Sentiments about anticipated growth by function – GBS

Note Bars do not sum to 100% because they exclude the neutral respondents

Source: Everest Group Key Issues Survey, 2020
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GBS organizations will evolve to increase their degree of influence 

in the enterprise

Increasing influence of GBS

⚫ Parent/enterprises leading 

major initiatives, GBS 

primarily executes

⚫ Limited/no seat at the table 

for decision-making

⚫ GBS has significant responsibility beyond 

delivery, which could include:

– Influencing investments in new 

capabilities, e.g., tools and platforms

– Shaping sourcing strategy, e.g., in-house 

vs. outsource and vendor recommendations)

– Driving innovation 

⚫ Seat at the table in some functions/areas

⚫ GBS assumes leadership role for the 

enterprise in ideation, design, and 

implementation of major initiatives; 

often leading teams that include the 

parent and GBS

⚫ GBS seen as true nerve center for some 

capabilities, e.g., setting up automation 

center of excellence

Helper Leader

Shaper
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Trend #2: As with GBS, outsourcing is on the rise – showing

that enterprises are firing on both thrusters for increased global 

services usage
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0.99x

0.98x

1.01x

1.01x

1.04x

1.07x

1.11x

1.12x

3.6%

2.60%

2.58%

1.62%
1.21%

-1.73%

-1.38%

-0.66%

Mar-19 Jun-19 Sep-19 Dec-19 Mar-20 Jun-20 Sep-20 Dec-20

Book-to-bill (rolling 12 months) YoY CC growth (quarterly)

What else is notable?

⚫ Leading outsourcing companies’ 

stock prices and valuations are at 

record highs

⚫ Margins are increasing steadily

⚫ Large deal percentage is increasing

Outsourcing revenue is recovering sharply; bookings have accelerated 

significantly

Aggregate YoY revenue growth of select leading service providers

Faster than 

expected 

recovery!
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Trend #3: While COVID-19 led to better talent retention in 2020, 

we expect the talent market to be tougher in 2021
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Segments of the talent market will experience increased hiring time and 

attrition along with a decline in job offer acceptances, making it tough to 

hire and retain talent

Respondents say …

Response distribution; % of total

…hiring time for niche skills will rise by about 13%

…the offer-to-join ratio for niche skills will rise by 

about 5%, implying fewer will accept job offers

…voluntary attrition will rise by about 3%

…the offer-to-join ratio for generic skills will 

remain unchanged

…hiring time for generic skills will fall by about 4%40%

27%

26%

26%

14%

31%

41%

28%

24%

12%

29%

32%

45%

50%

74%

Hiring time for generic skills

Offer-to-join ratio for generic skills

Voluntary attrition rates across delivery roles

Offer-to-join ratio for niche skills

Hiring time for niche skillsHiring time for niche skills

Offer-to-join ratio  for niche skills

Voluntary attrition rates across delivery roles

Offer-to-join ratio for generic skills

Hiring time for generic skills 

Sentiment about change in talent acquisition metrics in 2021 Increased DecreasedNo changeChange from 2019:
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More focus on training and development, automation, and building 

a longer-term talent pipeline are the key levers to addressing 

talent-related challenges 

Increased training/

development

1

Accelerating 

automation/AI 

initiatives

2

Building a 

longer-term 

talent pipeline

3

Differentiated value 

proposition / focus 

on employee 

experiences

4

More aggressive 

recruiting (including 

more competitive 

pay)

5

Increased 

outsourcing

6

Leveraging WFH to 

allow access to a 

broader talent pool

7

Key levers to addressing talent-related challenges

Ranking based on percentage of respondents selecting as high priority

Source: Everest Group Key Issues Survey, 2021
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Additionally, enterprises need to rethink several attributes of their overall 

workforce strategies to make them future-ready

What skills will your 

organization need in the post-

COVID world? Which skills will 

become redundant?

How will you accelerate 

transformation toward a robotic 

workforce? What role will the 

human workforce play in the 

future delivery model?  

Will traditional models of 

engaging the workforce continue 

to apply? Will adoption of the gig 

workforce (both internal and 

external) rise?

Will the current organization 

structure work in the future? Do 

enterprises need to transition to a 

roles-based organization model to 

build the future workforce?
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Trend #4: WFH is not going away; enhancing employee 

experience will be a key priority for enterprises
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While WFH model adoption will decline from current levels, it will continue 

to be part of the delivery model strategy with a more intentional approach

Predominantly work from office

(with WFH on an exception basis)

Mix of WFH and work from office 

(rotation basis)

Primarily WFH 

(with option of working from office)

Full-time WFH 

(no work from office)

Full-time work from office 

(no WFH)

Expected working model in 2021Current working model in 2020

22%

20%

24%

24%

10%

17%

20%

11%

26%

27%

WFH adoption in GBS

Percentage of respondents

Source: Everest Group Key Issues Survey, 2020
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Organizations will need to invest in a wide array of tools, technologies, and 

platforms to enhance employee experience

NOT EXHAUSTIVE

Meeting and collaboration 
5

Project management
7

Scheduling
8

Knowledge sharing 

and management
6

Diagramming, prototyping, 

and graphics editor
3

Virtual interview
1

Employee onboarding
2

Remote learning
4
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Trend #5: Employee productivity measurement will move from 

conversation to action
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10%

26%

52%

53%

73%

87%

11%

19%

46%

56%

71%

90%

Software to measure keystrokes

Measuring online activities with
tracking tools (time tracking)

Detailed work plans

Defined output metrics

Check-in calls / status reports

Trusting employees

Productivity measurement was in the limelight in 2020; however, the 

majority of the organizations deployed rudimentary approaches to measure 

productivity

Trusting employee

Check-in calls / status reports

Define output metrics

Measuring online activities with 

tracking tools (time tracking)

Software to measure keystrokes

Detailed work plans

November 2020June 2020
Approach to measuring employee productivity

Percentage of respondents
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Where are you in your employee productivity measurement tool 

adoption journey?



32Proprietary & Confidential. © 2021, Everest Global, Inc.

Quick poll 2 results

Where are you at in your employee productivity measurement tool adoption journey?

• Not planning to implement a tool to measure productivity – 23%

• Want to implement but do not know where to start – 11%

• Evaluating different measurement tools available in the market – 21%

• Finalized the tool and will be implementing soon – 7%

• Implemented productivity measurement tool at scale already – 28%

• Not focused on productivity measurement – 11%
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Organizations will leverage multiple levers to enhance employee 

productivity

Optimizing active time

Typically, for a nine-hour shift, the share of 

active/productive time is as low as 40-

60% due to time lost to non-core activities, 

(such as emails, meetings), personal work, 

and other distractions 

Active time

Idle time

1

Increasing efficiency

Throughput levels of the top and bottom 20% 

of the workforce show significant variation 

(60%+), highlighting the potential to improve the 

overall workforce output

Bottom 20%
employees

Top 20%
employees

2

Improving  effectiveness/quality

Improved tracking of quality is outcome 

oriented and leads to more impactful 

interventions for service delivery

3

Ease of deploymentHigh Low
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Adoption of productivity measurement tools will expand to include tools 

providing insights on output, quality, and effectiveness and not only 

activities and time spent

Traditional time monitoring Activity monitoring Output monitoring Comprehensive workforce 

efficiency monitoring

Scope of functionality

Manually recording employee 

work time – includes capturing 

relatively simple metrics such as 

attendance, time-in/time-out, and 

time spent on key tasks 

Automatically/manually monitoring 

employee behavior with respect to 

core and non-core activities –

includes activities such as emails, 

website browsing, social media, 

screen status

Automatically/manually monitoring 

employee output – includes 

tracking the completion of core 

activities, such as invoices 

processed

Integrated output and input 

monitoring by automatically 

capturing employee output and 

time spent – includes capturing 

employee productivity, efficiency, 

or throughput 

Platforms/tools 
(examples)

Key benefits

Simple to use and limited 

deployment cost

Moderate ease and cost of 

deployment

Moderate ease and cost of 

deployment

Correlated insights on both 

process input, such as time, and 

output; offers significant 

potential for workforce analytics, 

including improving effectiveness

Key trade-offs

Limited employee output insights; 

primarily captures overall time 

clocked in

Limited insights on employee 

output and overall time utilization 

patterns; primarily captures time 

spent on specific activities, such 

as emails and browsing

Limited insights on process inputs 

such as time utilization; primarily 

collates achievement of objectives 

such as completion of key tasks

Typically, proprietary platforms 

require high investment at 

deployment stage

Increasing complexity of productivity solutionLow High
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Recap of 2021 trends

Trend #1

GBS organizations 

will play a significant 

role in 2021 enterprise 

recovery; growth in 

scale, scope, and 

stature within the 

organization   

Trend #2

As with GBS, 

outsourcing is on the rise 

– showing that 

enterprises are firing 

on both thrusters for 

increased global

services usage

Trend #3

While COVID-19 

led to better talent 

retention in 2020, 

we expect the 

talent market to 

be tougher in 2021

Trend #4

WFH is not going 

away; enhancing 

employee experience 

will be a key priority 

for enterprises

Trend #5

Employee 

productivity will 

move from 

conversation 

to action
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Special offer for today’s session (for enterprises only): complimentary cost 

check

selected functions

Select 1 function

from a set of 4 function

⚫ IT application development

⚫ Human resources

⚫ IT helpdesk

⚫ Finance & accounting

You will get

Everest Group’s

cost benchmarksselected locations

Select 2 location

from a set of 5 location

India Poland

United KingdomUnited States

Philippines

1 Cost per FTE includes people cost, support staff and management cost, facilities cost, training and recruitment cost, transportation cost, technology cost, and other miscellaneous costs; does not include center set-up and 

transition costs or travel and other expat-related costs

2 Cost drivers are representative of quantitative metrics such as attrition, delivery pyramid across four levels, space utilization, and space per seat

To request your complimentary talent and cost check, contact either Michel (michel.janssen@everestgrp.com) 

or Prashray (prashray.kala@everestgrp.com) or indicate your selections on the post-webinar survey
HOW

Cost per FTE1

1 Cost driver2

mailto:michel.janssen@everestgrp.com
mailto:prashray.kala@everestgrp.com
mailto:prashray.kala@everestgrp.com
mailto:michel.janssen@everestgrp.com
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Discussion points for today

Key global services market 

developments in 2020

Key global services trends 

for 2021 Q&A
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⚫ Access the Questions panel within the Zoom console, which is typically located on the bottom of your Zoom 

window

⚫ Type your question in the dialogue box, then select Send to submit the question to our session 

Organizers/Panelists

⚫ Attendees will receive an email with instructions for accessing today’s presentation

⚫ To ask a specific follow-up question, or to request your complimentary cost check, please contact:

– Michel Janssen, michel.janssen@everestgrp.com

– Sakshi Garg, sakshi.garg@everestgrp.com

– Prashray Kala, prashray.kala@everestgrp.com

To ask a question during the Q&A session

mailto:michel.janssen@everestgrp.com
mailto:sakshi.garg@everestgrp.com
mailto:prashray.kala@everestgrp.com


39Proprietary & Confidential. © 2021, Everest Global, Inc.

Check out our blog for the latest perspectives on the global services 

industry

www.everestgrp.com/blog/Experts in global services

https://www.everestgrp.com/blog/
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⚫ Market Vista™: Q1 2021

⚫ Market Vista™: Q4 2020

⚫ Recalibrating for Resiliency 2021 – Key Issues in Global Sourcing: Enterprise Perspective

⚫ Business Process Services (BPS) 4.0: Heralding the Start of a New Era

⚫ Industry Insights – Oil and Gas

⚫ Industry Insights – Life Sciences

⚫ Webinar Deck: Impact of COVID-19 Beyond WFH: The Future of Delivery and Locations Strategies

⚫ Is Work From Home (WFH) the Future of Work? A Perspective on WFH, Locations, and Delivery Strategy Beyond COVID-19

⚫ Workforce Productivity: The Next Frontier in Improving Organizational Efficiency

⚫ Market Vista™: Global Services State of the Market Report 2021 – Upcoming

Related content

www.everestgrp.com

https://www2.everestgrp.com/reportaction/EGR-2021-35-R-4221/Marketing?SearchTerms=market%20vista
https://www2.everestgrp.com/reportaction/EGR-2020-35-R-4069/Marketing?SearchTerms=market%20vista
https://www2.everestgrp.com/reportaction/EGR-2020-35-R-4168/Marketing?SearchTerms=Recalibrating%20for%20Resiliency%202021%20
https://www2.everestgrp.com/reportaction/EGR-2021-0-R-4201/Marketing?SearchTerms=bps%204.0
https://www2.everestgrp.com/reportaction/EGR-2020-35-R-4009/Marketing?SearchTerms=industry%20insights
https://www2.everestgrp.com/reportaction/EGR-2020-35-R-3762/Marketing?SearchTerms=industry%20insights
https://www2.everestgrp.com/reportaction/10Sep20-Webinar/Marketing
https://www2.everestgrp.com/reportaction/EGR-2020-35-R-4081/Marketing
https://www2.everestgrp.com/reportaction/EGR-2020-34-V-3772/Marketing
https://www.everestgrp.com/


41Proprietary & Confidential. © 2021, Everest Global, Inc.

Dallas (Headquarters)

info@everestgrp.com

+1-214-451-3000
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india@everestgrp.com

+91-80-61463500 

Delhi

india@everestgrp.com

+91-124-496-1000

London

unitedkingdom@everestgrp.com

+44-207-129-1318

New York

info@everestgrp.com

+1-646-805-4000

Toronto

canada@everestgrp.com

+1-647-557-3475

Stay connected

Website

everestgrp.com

Social Media

@EverestGroup

@Everest Group

@Everest Group

@Everest Group

Blog

everestgrp.com/blog

Podcast

DigitalRealITy

mailto:info@everestgrp.com
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