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Discussion points for today

Delivery location trends 

in 2020 and outlook for 2021

Key forces shaping 

workforce and locations 

strategy in 2021
Q&A
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The global services market displayed admirable resilience 

amid the pandemic and is expected to regain momentum in 2021

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

F =  Forecast

Source: Everest Group (2021)
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We expect multiple forces to drive growth of the global services industry in 2021
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While the number of new center setups declined in 2020, 

GBS centers continued to dominate new capacity

Source: Everest Group (2021)

New centers established

2018-20; number of centers

2021 surge likely to be driven by:

● “Pent-up/op-timism”

● Digital acceleration

● Desire for locations “de-densification”
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Note: Growth and decline based on relative comparison of share of center setups in 2020 with respect to 2019 

Source: Everest Group (2021)

Technology & communications and healthcare, IT services and R&D 

were the biggest gainers

Note: Growth and decline based on relative comparison of share of center setups in 2020 with respect to 2018-19 

Source: Everest Group (2021)

Industries Functions

Retail & CPG

R&D / Engineering IT 

infrastructure

F&A HRBFSIManufacturing Customer 

Support

Decline in share of 

new center setups

Growth in share of 

new center setups

Hospitality 

and Tourism

Digital servicesHealthcareTechnology and 

Communication

Transport and 

Logistics



Proprietary & Confidential. © 2021, Everest Global, Inc. 7

New center set-up activity was strong in emerging locations across 

regions

Emerging Locations

South Korea

Established locations

Asia Pacific

51%48%

2019

2020
6%
10% Emerging locationsEstablished locations

Indonesia Sri LankaIndia China Colombia NicaraguaBrazil Mexico

TaiwanSingapore Philippines Vietnam Argentina Costa Rica

Latin America & Caribbean

2019
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Emerging locationsEstablished locationsEmerging locationsEstablished locations
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Saudi Arabia TunisiaIsrael EgyptLatvia SerbiaIreland Portugal34%

30%

Nearshore Europe

2019

2020

Middle East & Africa

10%

12%2019
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NOT EXHAUSTIVE

Note: Established locations represent countries with high share GBS and service provider centers historically and continued to grow in 2020; Emerging locations represent countries with significant growth in center setup 

activity in 2020 compared to previous years

Source: Everest Group (2021)
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Multiple external forces are driving a re-evaluation of the global 

services delivery model...

Geopolitical and regulatory 

changes

Rising cost pressures 

driven by the business 

slowdown

Higher adoption of flexible 

working models 

(WFH, freelancers, office pods)

Focus on business 

continuity, resilience, 

and lower risk exposure

Greater demand for 

complex skills (digital, 

next-generation IT)
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…forcing organizations to relook at multiple aspects of their 

workforce and location strategy

Sourcing mix (in-house 

vs. outsource vs 

contingent)

Shoring mix (onshore vs. 

nearshore vs. offshore)

Geographic diversification 

(more countries)

Adoption of small-scale 

centers

Adoption of remote 

delivery (e.g., Work from 

Home, co-working space)



Proprietary & Confidential. © 2021, Everest Global, Inc. 11

Components 

of delivery
Design parameters

Shoring mix 

and locations

Sourcing models, 

e.g., GBS, 

third-party

Sources of talent, 

e.g., permanent, 

contingent, gig

Number (how many)

Size and share in portfolio

Leading organizations are thus being more intentional about 

adopting a design-led workforce and locations strategy

⚫ Define distinct demand segments

⚫ Forecast demand in view of business 

objectives and scenarios

⚫ Consider supply scenarios and 

design constructs (e.g., shoring 

mix, sourcing mix, locations portfolio, 

sources of talent)

⚫ Forecast talent supply

Compare relative attractiveness of 

supply profiles on aspects such as 

ability to fulfill demand, costs, ease of 

management, and risk diversification

⚫ Prioritise best-fit supply profile(s)

⚫ Identify key interventions required to demand and 

supply models (e.g., upskilling/reskilling, training, 

retention programs, new sources of talent, changes 

in locations and/or provider portfolios)

Establish workforce strategy design for best-fit supply profile

1

5 2

34

Reiterate 

and refine

Role in portfolio

Work mix and placement

Source: Everest Group (2021)

Gauge demand

Size supply

Compare candidate 

supply profiles
Finalize supply 

profile

Establish 

design
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Special offer for today’s session (for enterprises only): complimentary 

access to Everest Group’s Locations PEAK Matrix®

Selected functions

Select 2 functions

from a set of 6 function

⚫ IT application development

⚫ Digital

⚫ Engineering / R&D services

⚫ Complex/judgement-intensive BPS

⚫ Contact Center (English language)

⚫ Multi-lingual (European language) BPS

You will get

Everest Group’s

Locations PEAK Matrix®

To request your complimentary locations PEAK Matrix®, contact either Michel (michel.janssen@everestgrp.com) 

or Anurag (anurag.srivastava@everestgrp.com) or indicate your selections on the post-webinar survey
HOW

Relative attractiveness of leading offshore-nearshore 

global services delivery locations based on talent 

availability and cost arbitrage

mailto:michel.janssen@everestgrp.com
mailto:prashray.kala@everestgrp.com
mailto:anurag.srivastava@everestgrp.com
mailto:michel.janssen@everestgrp.com
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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

– Anurag Srivastava, anurag.srivastava@everestgrp.com

To ask a question during the Q&A session

mailto:michel.janssen@everestgrp.com
mailto:anurag.srivastava@everestgrp.com
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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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⚫ Location Spotlight™ – Cali, Colombia

⚫ Location Spotlight™ – Lithuania

⚫ Global Locations State of the Market 2021: Embracing Uncertainties in a Disrupted World | Risk Watch

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

⚫ Data & Analytics Handbook – Delivery Location Strategy to Steer Through Digital Disruption

⚫ Engineering Services Skills Handbook – Preparing for Next Wave of Growth in Global ER&D

⚫ Cloud Talent Handbook – Guide to Cloud Skills Across the Globe

⚫ Leading European Locations for Global Delivery of Engineering Services

⚫ The Impact of COVID-19 on Global Delivery Locations and Portfolio Strategies

⚫ Global Locations State of the Market 2021 | Key Trends Shaping the Landscape – Upcoming

⚫ Global Locations State of the Market 2021 | Locations PEAK Matrix – Upcoming
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