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India - #1 GIC Destination

India is the No.1 destination for Global In House centres, with over a 1000 centres

across the country

World's

One of the attractive FDI
destinations in the world

country in the world by
2020 with median age of 29

pool of English
speakers in the world

slated to rise to more than 45 million by
2024

Source: Planning Commission of India, NASSCOM Strategic Review 2017
Business Process Management/Outsourcing

economy

Holds about
of overall global business services
market
BPM exports at

and growing ~

At least lower cost BPM
services than source countries

Over cities poised

for growth, expected to provide significant
fillip to the BPM industry
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The Indian GIC landscape has been evolving over years

GIC MARKET IN INDIA

mT

BPM mR&D

c 14.2
% 12.9
A 11.8
n
>
6.2
5 5.8
FY16 FY17 FY18E
As on 2017
R&D BPM ITO
# GICs 900+ 500+ 380+
# Talent of GICs ~326,000 ~350,000 ~200,000

GIC set up has accelerated in recent
past. More than 220 firms have setup
GICs in India since last 7 years

IT and R&D GICs have grown revenues
at 9-10% annually

A number of factors have contributed to
this, including

» Human capital

» Cost leadership

» Robust enabling environment

» Presence of other GICs/SI centers

ADM remains the main focus area for IT
GICs; However, the scale and scope of
work managed by GICs is now expanding
to support the parent company’s digital
initiatives

R&D GICs are evolving from basic
engineering services to providing digital
engineering services (creation of smart
products and platforms)

Source: NASSCOM Strategic Review
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India - #1 GIC Destination (contd.)

Over half of the global GICs are in India, accounting for 79% of global GIC employees

BNP Paribas
Diebold
Experian
Colgate
Deutsche
Bank
Nomura
Morgan

Aviva

BNY Mellon
Vodafone
Maersk
Eaton
Honeywell
Metro

Stanley
Merrill Lynch
Barclays
Bank

Kuoni

Credit Suisse

Avaya
Option one
Global Logic

Fairchild —_—

Credit Suisse
Barclays
Volkswagen

Ernst & Young = Target

IBM
Dell/EMC
Tesco
Siemens
AXA
Fidelity

Source: Ernst & Young Research, Nasscom

NetApp
Honeywell
Caterpillar
JP Morgan
Chase

Amex Microsoft R&D
RBS McKinsey
Macquire Knowledge

XL Capital Center
Barclays British Airways
Honeywell Mercer

Hewitt G4s

Polycom
Microsoft
Bank of
America

Wells Fargo
GE

UBS
DuPont

Maersk RBS

Hapag Lloyd = World Bank
Ford Siemens
Shell

Standard

Chartered

World Bank

Xerox

Paypal

are in
India, accounting for

with a median size of
over 850 people

GICs exploring

, due to
proximity to manufacturing, access
to niche or low cost talent, etc.

Business models shifting from ‘Cost
plus' to

(CoEs): India home to
more than100 CoEs
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India - #1 GIC Destination (contd.)

India is likely to continue to remain the most attractive offshoring location in the
coming years

BT T IS GG Top offshoring destinations (cities)

(by country)
Rank City Country
Indonesia 3.23 1.54 1.22
1
Brazil 2.34 2.07 1.59
2 Manila (NCR) Philippines
Malaysia 2.75 1.42 1.89
_ 3
China 2.28 2.71 1.51
India 3.22 255 1.19 4
0 1 2 3 4 5 6 7 8
5

Financial Attractiveness People skills & availability

Business Environment

Source: 2016 Tholons Top 100 Outsourcing Destinations, A.T. Kearney Global Services Location Index, 2016
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Evolution of GICs

The focus of today's GICs is ‘value creation’ through increased emphasis on the digital
agenda and right sourcing models ...

Performance

cro et cvo | o 5o

Fin

[+ 4
I

""Customer Service”

Head of Multifunctional Shared Services

"Efficiency"

Head of Global Business Services

"Value Creation”

Head of Global Business Services

“Do it"

=

America EMEIA APAC
Fin Fin Fin
HR HR HR
Procure. Procure. Procure.
IT IT IT
Sales Sales Sales

EMEIA

Fin

HR

Procurement
1 1

IT

Sales

America APAC

GLOBAL
Order to Cash
Record to Report
Procure to Pay

Hire to Retire

Services

Global Business Analytic

Procure
Sales

Global Process Owners
Service Delivery Network
Service Management BPO, Hybrid Solutions

End-to-End Process Solution
Core business Projects

Value Added Services

>

1. Functional
Shared Services

Individual functions managed
in discrete country/regional
Shared Services centers

Each shared center reporting
directly to a functional or
regional lead

2. Multifunctional Shared
Services

» Two or more classic functions combined
in regional Shared Services centers

» Service management framework
organized per region and/or function

» Centers and/or functions reporting into
region and/or global functional leads

» Continuous improvements measured and
reported

3. Global Business Services
(GBS)

» All functions integrated in one global
service organization with a global
consistent service management
framework

Focus an cross functional efficiencies
» Global Process Ownership implemented

» Extend service scope but service
management still done per function

» Functional services report into one GBS
leader

Maturity

4. Advanced Global Business
Services

Wide range of fully integrated value and
services defined the way the enterprise
understand them

Organized by services/ end-to-end
processes and not longer by functions

Services are fully integrated into global
enterprise processes and business

Analytical and value added services

Head of GBS is a part of or reports directly
to the C suite

100.

YEARS OF EXCELLENCE
INPROFESSIONAL SERVICES
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Trends in GICs

Tomorrow's GICs, will focus on optimizing service delivery, leveraging digital &
automation, data analytics & reporting, customer service and evolving talent & skills

The future of GBS is a.....

multi-functional organization
1 with adiverse set of service
offerings - or even solutions ...

2 ...managed through a global
governance structure...

3 ...leveraging a mix of delivery
model options ...

4 ...enabled by latest “state-of-
the-art” technology...

5 ... in order to become a trusted
partner of the enterprise ...

6 ...and drive value to the
organization.

Core Business

Global Governance

Value Creation SLAs Financial Contribution

GBS Organization

Multi-functional Service Framework

Grow Deliver Support
Customer Acqy|5|t|on to Produce to Deliver Asset Af:qmsnlon to
Retention Retirement
Innovation to Transformation Order to Cash Hire to Retire
Data to Business Insight Procure to Pay CUERED e Sk

Responsibility

Record to Report

Value Chain

Value from Cost savings from
innovation commoditization

Delivery Model

Center of Excellence Shared Service Center cmElees Pr? SESS
Outsourcing

Technology Enablement
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High level operating model of an IT GIC

L L

COMPETENCIES [ Centeriotategy, }

KEY PROJECTS

" . Digital & CI

. PMO/Transition | Operations (Core % |g|ta. & Cloud }

[ o= ) Service and Project Service Mgmt

. Innovation | Delivery) [ Automation ]
[ App. Portfolio Mgmt. ]

ENABLER FUNCTIONS

[ Talant } [ Finance } [ Procurement/ } [ Quality }
Outsourcing Management

sssssssssssssssss



Seven major
trends playing
out in IT GICs




Revisit the center
strategy and align with

broader changes in
global IT driven by
Digital and other forces

\ |
| Centerstrategy | > Major changes in technology,

( Digital & Cloud . og e

( Servics Mot reqgulations, competitive landscape and
{ broader economy are creating constant
] [ Mag::tléirt:ent ] Organization

flux in the overall strategy of the
> This is leading to high volatility in the
global IT function

> The IT GICs are continuously fine-tuning
their strategy to remain relevant in the
new environment

]_OO+ Page 10 EY



Build competencies and
capacity around new age

solutions/technologies
and position as driver of
change

> Global organizations are focusing on

transforming the Enterprise IT with

[ PmO/Transition |
CoE ]
Innova tion ]

various types of projects in areas such

App. Portfolio Mgmt.

as Digital, Cloud, Software Defined

( Digital & Cloud
[ Service Mgmt
[ Automation

[

[ ) Infrastructure, Automation and

Application Portfolio Management

> IT GICs are proactively building skills,
PoC and thought leadership to lead (or
at least be part of) these transformation
projects
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Streamline the core
activities and harmonise

the operations

> Due to the boot strapping nature of the

vigital & Cloud

way GICs evolved, the core operations of

[ PmO/Transition |
CoE ]
Innova tion ]

the centers remain disparate and

App. Portfolio Mgmt.

inharmonious

N\
[ Service Mgmt
[ Automation
(

[ aceatment ] » GICs are now looking at streamlining the

operations, focusing on service
management (e.g. defining the service
catalogues) and preparing the ground
work for Automation

]_OO+ Page 12 EY



Build in-house
capabilities for

Automation with focus
on service improvement
and capability build

> In partnership with service providers,

J
[ PMO/Transition ] N\ [ vigital & Cloud ] . .
. [ secewgm ) GICs are actively deploying RPA and
movation ) J T ITPA technologies
- - > They are also enabling cross-functional
e[ e JU ey ) [ wansoement automation in partnership with other
functions (e.g. HR on-boarding leading

to access right authorization)

> The main objective for automation in
GICs is service improvement and
capability building (and not cost)

Page 13
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Partner with external
eco-system to innovate

and improve the value
delivery

Msce el | Centrstrtems | e > There is a major attempt to reposition
) C sevcsWgmt ) the GICs from capacity oriented hubs to
" Tonovation ) [_romten__] innovation hubs
S - > To drive the innovations, the GICs are
e [ e JU ey ) [ wansoement partnering with the external ecosystem

| consisting of start-ups, universities and
research organizations

> The next frontier is to monetize the
innovation attempts into more tangible
outcomes
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Focus on transforming
the skill sets of the

talent base and
improving people supply
chain

— [ centerstrateay e > In many cases, the GICs have not been
) C St ) able to fully service the parent
movtin [ ot organization due to lack of (or delay in
hiring) the right talent
i | B Ol | > Leading GICs are focusing on special

| training programs for new age
competencies such as Analytics, cloud,
Big data and loT

> They are also focusing on improving
their overall people supply chain

]_OO+ Page 15 EY



Building strong
capabilities around

procurement and vendor
management

| Center Strategy | > IT service providers bring capabilities
(Pt | (ol ) (like scale, platforms and deep technical
— [ J T knowledge) that GICs will find difficult to
[ App. Portfolio Mgmt. | re p | i ca t e
e || | e > The best GICs find the right balance
| between internal and external
capabilities

> GICs are focusing on how best they can
act as procurement specialist for global
IT and manage the vendor relationship
after the contracts are in place
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India Global Business Services (GBS) Advisory

Leading dedicated independent Global Business Services (GBS) Advisory practise in India

Leading dedicated g ﬂ Cir
independent Global == i

150 + Over 200 #1in IAOP 300+ GIC & BPM
° ° practitioners clients World'’s Best engagements
B u S I n e SS S e rVI Ce S Outsourcing delivered
Advisors

[ ]
(G BS) AdVISory Global reach, established methodologies and cross functional

expertise: EY is one of the most globally integrated GBS practise with
established and time-tested methodologies enabling us provide a one-

p ra Ctise i n I n d ia stop sourcing SSC/BPM solution

- Highest ranking amongst the . . - We have 140+ strong RPA practice
1. Breadth and depth  * ;jiisorsin 2015 2016 & 2017atthe 3+ EXtensive industry globally who has delivered 50+ Proof 3. INdustry Connect —

- IAOP® annual “World’s Best el of Concepts and 5+ engagements in .
of experience Outsourting Advisors fist insights & knowledge  ;.; EY GIC Leadership
Forum
- Supported 200+ Global Business
Services & finance transformation
engagements, covering over 30 . . - EY India has been conducting a cost . . EY India GIC Leadership Forum, a
CDOléntriesd i-disciol ; 2. Leadlng dedicated and operations benchmarking study 4. Robotics Centre of dedicated platform fofindustr{,
- Dedicated multi-disciplinary team o . . across GICs for the past 10 years i
150+ professionals, with significant GBS AdV|sory practlce . Our commitment to the industry - EY Excellence players to focus on best practices

outsourcing/captive and lean six India GIC Leadership Forum
sigma experience
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Breadth and depth of experience (contd.)

Our Global Business Service engagements have covered, multiple industries and service
offerings.
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Thank You

Malay Shah
Executive Director, EY

malay.shah®@in.ey.com
+91 991 610 6105
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