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Discussion points for today

What are specialists?
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Enterprises often turn to IT service specialists for niche and highly
specialized capabilities

Unique value proposition
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IT services specialists bring technology-/function-/industry-specific
expertise - contextualizing and accelerating service delivery

Context is king when driving successful business and technology transformation initiatives

iﬁ }X f“ v . . lA' Industry/geography
¢ Technology stacks Functional/methodological |

sub-segment

AWS, Azure, GCP, ServiceNow, Agile/DevOps, risk and fraud, Retail, healthcare, banking, wealth

Salesforce, Oracle, SAP, Automation cybersecurity, digital workplace, digital management, P&C insurance, revenue
Anywhere, UiPath, etc. marketing services, etc. cycle management, EHR management,
etc.
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What is the main reason for selec . _—
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Discussion points for today

Why do enterprises

need specialists?
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Enterprises have started to recognize the shortcomings in the
existing sourcing model and the need to evolve it

The traditional IT services sourcing model was built around cost and labor arbitrage

Strategic Scaled managed service
partner(s)  capabilities for key service lines

Specific functional/service capabilities to drive

Tier-2 providers : o .
price competitiveness and manage risks

Staff augmentation to meet point-in-

Staffing providers : .
time resource requirements
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Unique value proposition
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Provider segmentation by scale
rather than by strategic intent

Portfolio effectiveness measured
by traditional, cost-centric metrics

Limited provider view into overall
enterprise IT landscape and
business objectives

Diffused provider focus
and accountability




Leading enterprises are moving to a value-driven IT service sourcing
model fit for the digital age

Enterprises need distinct IT service provider roles to help them balance multiple objectives

Staffing

Specialists /

1
Q. &

Transformation partner Orchestrators

How this helps enterprises

Anchored to business
value and growth

i3

A

Drives services efficiency,

Legacy aggregator @‘@” resilience, and agility
@6’@ Defined provider roles

@®—0@ and expected outcomes
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Significant increase — 37% AR 2
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Stay the same — 6%
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Most important supplier performance areas for enterprises’ 2021

business priorities

Relative importance scores indexed to 100

;-*7 Customer/user experience

y+ Service quality

@ Ability to bring innovative ideas

%?» Ability to adapt to new business models
Y Flexibility
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82

Other priorities, in decreasing score order, include introduction of new technology,
delivery time, productivity, product quality, and support for existing technology



Enterprises rate IT services specialists very highly on their talent
quality and client management

Enterprise have started to perceive IT specialists an important element of their sourcing model

@ Healthcare IT specialists performance ratings [l Areas of strength for specialists

@ Global service providers performance ratings for healthcare IT services

Technical expertise LOW = - oo oo oo e @@ _______________________ SR
Domain expertise LOW & == == mm o e e @ __________________ .
Talent management LOW & - < m o oo @ ________ _________________ .
-------- ®------__.. High
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Enterprise feedback on specialists

66

. The specialist service provider’s expertise is similar to or better than our ‘
incumbent large partner. They are hungry and very capable.
— Director IT Service Management, global clothing company ,,

The specialist service provider behaves like a boutique firm. They have ‘

shown personal attention to our business requirements and have
knowledgeable staff.

— Chief Data Information Officer, large healthcare system 99

66

For very new area such as financial management, business continuity ‘
management, or a very special requirement, we look for specialist
service providers where our global partner is not ready.

— Head, Digital Services Enablement, global pharma firm 9,
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Discussion points for today

How do you source

a specialist?
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What is the top chal
with specialists?

Insufficient dom

Inability to scale:
e Lack of reference
o Inwability to keep L
e_ Inadequate inve
o “Limi leverag




There are multiple challenges associated with specialists, making it
essential for enterprises to identify the right scope of work for them

Limited scale
Resource crunch as the engagement advances

Lack of synergistic partnerships
Limited scope of accelerated expansion/innovation

Sourcing risk
Risk of getting acquired by larger service providers

' Disintegrated transformation

T4
Vulnerable to the risk of exclusion during vendor
consolidation exercises

4
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Enterprises should identify areas in which they want to engage with
specialists

A
1

Volume

1
Low Staff augmentation E Specialists

High

Low Business value
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- _________________________________________________________________________________________________
It is imperative that enterprises look at the right parameters
applicable to assessing specialists

The representative checklist below will help enterprises evaluate specialist IT service providers

To measure the ability to deliver services successfully To measure customer success
Capability Market impact
1 Depth of solutions/services offerings v’ 6 Clientele and client testimonials v
B LEEILErEnS 95 arousl sl VSN v’ Operation, cost, and business impact generated
7 for clients v

3 Quiality of delivery team; onshore consulting
talent; employee satisfaction and ability to attract
and retain talent v 8 Value delivered based on client feedback %

4  Service delivery model agility; ability to ramp up %% 9 Market relevance (due diligence on funding,
investors, etc.)
5 Focus on innovation (co-innovation with partner
ecosystem, investments in products and 10

Revenue base and YoY growth; sweet-spot deal size Vv~
platforms, accelerators, etc.) v
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Enterprises can leverage Everest Group research to select the right
IT specialist | Healthcare IT Services Specialist PEAK Matrix®

Everest Group Healthcare IT Services Specialists PEAK Matrix® Assessment 2021

A
High
@® Leaders

® Major Contenders
O Aspirants

Leaders

Major Contenders ® Infinite

o Infostretch

Market impact
(Measures impact created in the market)

Aspirants

Low
Low High
Vision and capability
(Measures ability to deliver service successfully)
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. ________________________________________________________________________________
Enterprises can leverage Everest Group research to select the right
IT specialist | Niche ServiceNow services partner assessment

Assessment of the niche ServiceNow Services partner ecosystem —
evaluation of the top 15 specialist ServiceNow partners

Specialist
LEADERS

From a list of 115 specialist Specialist

ServiceNow partners, we identified
the top 15 specialist ServiceNow  ————
partners based on product E&Q > GlideFast
expertise, industry expertise, talent CZEs
investments, and market impact. NCrossfuze
YF FlyForm infbcenter © THIRDERA
4 6 5 Average CSAT among =inMorphis nnable
. the top 15 specialist
ServiceNow partners \Volteo INRY
paet PLAT@MATION

VERSUS

Average CSAT of Global T

Elite partners "’S@M O
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Enterprises can leverage Everest Group research to select the right
IT specialist | cloud management platform trailblazers

10 startups identified as trailblazers

CloudBoltdf :
Botl® @9 CORESTACK M Rackware™ turb@:mic

® ® L
1
I |

= SCALR O vCom

CloudCheckr (<{& HYPERGRID| OpsRamp
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Working with specialists | diversify your sourcing portfolio - identify
specialists with relevant niche capabilities (Enterprises only)

Get help on your sourcing journey with Everest Group’s insights on specialist vendors

You will get

Select any one of the
following priorities

Everest Group vendor evaluation segments

Insights on key specialist vendors

e Healthcare IT services

Service delivery capabilities
Tools and IP
Commercial models

e ServiceNow service partners

e Cloud management platforms

Client satisfaction record

To request your complimentary insights (enterprises only), indicate your interest or contact Michel, Chirajeet (CJ), or Chunky (email
addresses on an upcoming slide)
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Client case study

Assisted an Indian FinTech company identify best-fit services partners to scale its delivery unit and

support growth plans

Finalized key attributes of
an ideal partner

Compiled a long list of
potential SI and application

How did Everest Group help?

Identified high-potential

partners
prioritizat

development support partners

System Integration - Payments | From a long-list of 30 players, we have short-
listed 9 potential partners for deep dive assessment

based on v
ion criteria Built focused profiles on

recommended vendors to

Prioritization of partners for banking Sl services

Client
S porlo i
1 marietith their product(s) case studies © The company
i - Tolal number of smployees ess than 1.000 OR greater han X ”
n e et s+ § Persistentsystams o = Synechron
5 Moflmited dalivery presance n Inda exparience 8 o © Maveric systams
5. + Limitedt proof paints.of executing core banking products (such Z Cotorge.
7. Cencarta 30.Zensar Tachnologies 23 ACI, VisonPlus (Frst Data), and FS5) ntsgrason & o A i i %
Do et e Final shortlist for paymen! Sl services partners Talent E|  cloveritommen PR
. ink 1. Aspire Systems management 2
10.GFT 2 Chetw Zensar Technologies
11.Girmit Software - 3. Coforge ot Ratings aroon sl of 13, 1 b e . ®
12.Icon Solutions. 4. Incado Business GAVS Technologies o
131 5. Maveric Systems. onth Softek
14.Inspirisys Solutions 8. Persistent Sysiems B e T g -
15.Intsrsvitch 7. Quinnex " Inspirisys Solutions
18.Iransiton & Synechron Company Breadthof  Scaleand  vesiments in sy Cllem portale chent Taent Lo
17 9. Zonsar Technologies senvices  resourcemix foobssolutions | PRTOTNe experience  management ow Dellvery capabllity Figh
1 |spie system 28 28 30 30 28 25 25 ac T 1
21.0pes conmuling 2 |Braor o = = B ET ER = = B Scale and project Investments i Products/platiorms
22 Prsitent systers = services readiness toolsisolutions partnerships
23.Quintox 3 |Clover Inotech 20 10 10 10 20 5 15 ac
ot Bace s layers i 9 g a wod a 4 |cotorge 22 27 30 20 " 28 25 20
5 |GAVS Technolcgies 14 13 10 20 14 10 15 20
6 |Inspiisys Solutions. 23 10 20 10 1 10 13 10
7 |Maveric Systems 25 28 30 10 28 25 8 20
8 |Persistent Systems 23 27 20 20 20 20 20 30
9 |Quimax 17 10 20 a0 12 10 18 30
10 |Softtek 17 15 30 20 12 15 25 10
1 |Synechron 27 20 20 20 20 25 20 20
12 |Zensar Technologies 20 18 20 10 20 10 I 20
s s
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highlight their unique
strengths

@ Engage now
@ Engage soon

@ Engage lawer

ritner 1 | C
iessment

services (page 10of 2)

@ High (3 Low

% Company hawe adequate Projact-1eady TES0UTCES and M bean abis o JBMOTSITats SUCCEss PrOG!-ODNIS BCTass diffarent areas withn customer appication
wovelopment — front.and, back-end, and mobe application development and qualy assurance / tesiing

« It s damonstralid sxpsriise in clou-nativ appiication develapmant with in-ouss toolsrameworks such as cioud-nautral DevOps partal and Evenihesh framework

+ Tha company puls sigaiicant effort in chent relakanshi managament. i same has bean vouchied by many of #s arferprisa chents

« Bayon ' in banking and fencial services mausiry, The eomp a application development servicss for many
eading FinToch organzations acress e giota

+ Its acquisibon of Rapidvalus in 2020 has helped in strengity in customer
+ Clisnls” foedimck supgasts hat it has bean able lo off-shar (India} u abilty to ramg up on-site (US) resousces has bean
quated as & challeags by fow clisnts.
T T
% of rasources wilh 6-10 yoars of expariance. 25-35% 20-40% 30-40%
% of resources wilh ma 10 years of exporience 15.25% 15.25%

% of projectiprogram managars (with > 10 years of expanence)
% of res

10-15%

ained on Agike/DovOps methadologies 20.25%



Discussion points for today
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- _________________________________________________________________________________________________
Everest Group assists procurement teams in capturing value from
their services spend through memberships and focused projects

Memberships Projects
e eisionevin o ey engagement lovera e
. . Enterprises
decisions via two key engagement levers

Sourcing strategy

Published research

Access to best-in-class research reports that examine engineering

spending and sourcing from a variety of lenses: Location strategy

Talent strategy |
Peer intelligence |

XA

N
)
Q\

& W th ¢

allle ;
IT talent and Service provider Technology Sourcing Global Business Services (GBS) Center evolution §
location trends landscape trends trends |

On-going analyst access for additional perspectives and interpretations

on topics aligned with published research reports Opportunity assessment Market messaging Account strategy
'Sg = ® ® | GTM strategy Thought leadership Account intelligence
E E=-. H'a Ecosystem strategy Webinars/workshops Price & solution reviews
Report debriefs Custom data-cuts Analyst discussions Inorganic growth Voice-of-the-customer Live deal support
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To ask a question during the Q&A session

e Access the Questions panel within the Zoom console, which is typically located on the bottom of your Zoom
window

e Type your question in the dialogue box, then select Send to submit the question to our session
Organizers/Panelists

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

e To ask a specific follow-up question, or for a complimentary discussion with our analysts, please contact:
— Michel Janssen, michel.janssen@everestgrp.com
— Chirajeet Sengupta, chirajeet.sengupta@everestgrp.com
— Chunky Satija, chunky.satija@everestgrp.com
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Related content

e Healthcare IT Services Specialists PEAK Matrix® Assessment 2021

e Healthcare IT Services Specialists Compendium 2021

e Rise of IT Services Specialists: Delivering on the Service Contextualization Mandate

e Assessment of the Niche ServiceNow Services Partner Ecosystem — Evaluation of the Top 15 Specialist ServiceNow Partners

e Cloud Management Platform Trailblazers: Top 10 Start-ups Creating Buzz in the Market

e Assessing the Trade Life Cycle Management Technoloqy Platform Landscape: Reimagining Pre-trade and Post-trade
Operations for a Digital-first Mandate
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https://www2.everestgrp.com/reportaction/EGR-2021-45-R-4173/Marketing
https://www2.everestgrp.com/reportaction/EGR-2021-61-V-4388/Marketing
https://www2.everestgrp.com/reportaction/EGR-2021-50-R-4348/Marketing
https://www2.everestgrp.com/reportaction/EGR-2020-50-R-4015/Marketing?SearchTerms=%20Trailblazers
https://www2.everestgrp.com/reportaction/EGR-2020-31-R-3612/Marketing
https://www.everestgrp.com/
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With you on the journey

Stay connected

Website
everestgrp.com

Social Media
Y @EverestGroup

[ @Everest Group
¢) @Everest Group
@ @Everest Group

Blog
everestgrp.com/blog

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

Bangalore
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
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