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What are specialists? 
Why do enterprises 

need specialists?

How do you source 

a specialist?

Discussion points for today

Q&A
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Enterprises often turn to IT service specialists for niche and highly 

specialized capabilities 

Unique value proposition

Quality of skill and talent set

Agile and flexible 

business models 

Superlative client management 

and experience 

Technology-/industry-/function-

specific 

Differentiated IP – tools, 

frameworks, accelerators

Outcome-focusedDomain/technical 

expertise

Project-based
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IT services specialists bring technology-/function-/industry-specific 

expertise – contextualizing and accelerating service delivery

Technology stacks Functional/methodological
Industry/geography 

sub-segment

AWS, Azure, GCP, ServiceNow, 

Salesforce, Oracle, SAP, Automation 

Anywhere, UiPath, etc. 

Agile/DevOps, risk and fraud, 

cybersecurity, digital workplace, digital 

marketing services, etc.

Retail, healthcare, banking, wealth 

management, P&C insurance, revenue 

cycle management, EHR management, 

etc. 

                                                

Context is king when driving successful business and technology transformation initiatives
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⚫ Technology-/industry-/function-specific expertise – 61%

⚫ Quality of talent – 17%

⚫ Differentiated tools and accelerators – 6%

⚫ Agile business models – 4%

⚫ Superior client management – 4%

⚫ Solutioning flexibility – 4%

What is the main reason for selecting 

an IT services specialist?
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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

Staffing providers

Tier-2 providers

Scaled managed service 

capabilities for key service lines 

Specific functional/service capabilities to drive 

price competitiveness and manage risks

Staff augmentation to meet point-in-

time resource requirements

Strategic 
partner(s)

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

Unique value proposition
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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 

Transformation partner

Legacy aggregator

Staffing

Specialists

Orchestrators

Anchored to business 

value and growth

Drives services efficiency, 

resilience, and agility

Defined provider roles 

and expected outcomes

How this helps enterprises
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How do you expect the share of IT services 

specialists in your portfolio to change in 2022?

⚫ Significant increase – 37%

⚫ Marginal increase – 51%

⚫ Stay the same – 6%

⚫ Marginal decline – 6%

⚫ Significant decline – 0%
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Most important supplier performance areas for enterprises’ 2021 

business priorities

Relative importance scores indexed to 100

Customer/user experience

Service quality

Ability to bring innovative ideas

Ability to adapt to new business models

Flexibility 

Other priorities, in decreasing score order, include introduction of new technology, 

delivery time, productivity, product quality, and support for existing technology

100

90

82

79

47
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Enterprises rate IT services specialists very highly on their talent 

quality and client management

Healthcare IT specialists performance ratings

Global service providers performance ratings for healthcare IT services

Areas of strength for specialists 

Technical expertise

Domain expertise

Talent management

Client management

Strategic partner

Pricing & commercials

Value-addition & innovation

Low High

9.39.1

8.88.6

8.7 9.3

8.88.2

8.5 8.8

8.58.3

01 07 08 09 10

Low High

Low High

Low High

Low High

Low High

Low High

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

8.7 9.1
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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 

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 

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

Enterprise feedback on specialists
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⚫ Insufficient domain/technical depth – 14%

⚫ Inability to scale – 57%

⚫ Lack of referenceable proof points – 7%

⚫ Inability to keep up with industry trends – 5%

⚫ Inadequate investment in innovation – 5%

⚫ Limited leverage of the partner ecosystem – 12%

What is the top challenge you face when working 

with specialists?
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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
Vulnerable to the risk of exclusion during vendor 

consolidation exercises
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Enterprises should identify areas in which they want to engage with 

specialists

V
o

lu
m

e

High

Low High

Low

Vendor consolidation

Staff augmentation

In-house

Specialists

Business value
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To measure the ability to deliver services successfully To measure customer success

It is imperative that enterprises look at the right parameters 

applicable to assessing specialists

Capability

1 Depth of solutions/services offerings

2 Leadership background and vision

3 Quality of delivery team; onshore consulting 

talent; employee satisfaction and ability to attract 

and retain talent

4 Service delivery model agility; ability to ramp up 

5 Focus on innovation (co-innovation with partner 

ecosystem, investments in products and 

platforms, accelerators, etc.) 

Market impact

6 Clientele and client testimonials 

7
Operation, cost, and business impact generated 

for clients 

8 Value delivered based on client feedback 

9
Market relevance (due diligence on funding, 

investors, etc.)

10 Revenue base and YoY growth; sweet-spot deal size

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

High

Low

Low High

Aspirants

Leaders

Major Contenders

CitiusTech

emids

Nordic Consulting

Infinite

Infostretch

GAVS Cumberland Consulting

Pivot Point Consulting

Optimum Healthcare IT

Healthcare IT Leaders

Impact Advisors

Huron Consulting Group

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 

From a list of 115 specialist 

ServiceNow partners, we identified 

the top 15 specialist ServiceNow 

partners based on product 

expertise, industry expertise, talent 

investments, and market impact.

Average CSAT among 

the top 15 specialist 

ServiceNow partners

VERSUS

Average CSAT of Global 

Elite partners

4.65

4.51

Assessment of the niche ServiceNow Services partner ecosystem –

evaluation of the top 15 specialist ServiceNow partners
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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



22Proprietary & Confidential. © 2021, Everest Global, Inc.

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

Everest Group vendor evaluation segments

⚫ Service delivery capabilities 

⚫ Tools and IP

⚫ Commercial models

⚫ Client satisfaction record

Insights on key specialist vendors

⚫ Healthcare IT services

⚫ ServiceNow service partners

⚫ Cloud management platforms

Select any one of the 

following priorities

You will get

To request your complimentary insights (enterprises only), indicate your interest or contact Michel, Chirajeet (CJ), or Chunky (email 

addresses on an upcoming slide) 
HOW

Working with specialists | diversify your sourcing portfolio – identify 

specialists with relevant niche capabilities (Enterprises only)
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Vision and objectives of this engagement

Finalized key attributes of 

an ideal partner Compiled a long list of 

potential SI and application 

development support partners

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

support growth plans

How did Everest Group help?

Identified high-potential 

partners based on 

prioritization criteria Built focused profiles on 

recommended vendors to 

highlight their unique 

strengths



24Proprietary & Confidential. © 2021, Everest Global, Inc.

What are specialists 
Why do enterprises 

need specialists

How do you source 

a specialist?

Discussion points for today

Q&A



25Proprietary & Confidential. © 2021, Everest Global, Inc.

Everest Group assists procurement teams in capturing value from 

their services spend through memberships and focused projects

Memberships Projects

Intended toward helping drive efficient and informed sourcing 

decisions via two key engagement levers

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

spending and sourcing from a variety of lenses:

IT talent and 

location trends

Service provider 

landscape

Technology 

trends

Sourcing

trends

On-demand analyst access
On-going analyst access for additional perspectives and interpretations 

on topics aligned with published research reports

Report debriefs Custom data-cuts Analyst discussions

Enterprises

Sourcing strategy

Location strategy

Talent strategy

Global Business Services (GBS) Center evolution

Peer intelligence

Service providers

Strategy

Opportunity assessment

GTM strategy

Inorganic growth

Ecosystem strategy

Differentiation

Market messaging

Thought leadership

Voice-of-the-customer

Webinars/workshops

Growth

Account strategy

Account intelligence

Live deal support

Price & solution reviews
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⚫ Attendees will receive an email with instructions for accessing today’s presentation

⚫ 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

To ask a question during the Q&A session

⚫ 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

mailto:michel.janssen@everestgrp.com
mailto:chirajeet.sengupta@everestgrp.com
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⚫ Healthcare IT Services Specialists PEAK Matrix® Assessment 2021

⚫ Healthcare IT Services Specialists Compendium 2021

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

⚫ Assessment of the Niche ServiceNow Services Partner Ecosystem – Evaluation of the Top 15 Specialist ServiceNow Partners

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

⚫ Assessing the Trade Life Cycle Management Technology Platform Landscape: Reimagining Pre-trade and Post-trade 

Operations for a Digital-first Mandate

www.everestgrp.com
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