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Overview	  
§  19	  years’	  business	  experience	  in	  the	  global	  outsourcing	  and	  shared	  services	  

industry	  across	  US,	  Europe	  and	  Asia	  
§  Acknowledged	  industry	  analyst,	  author,	  speaker,	  strategist	  and	  blogger	  
§  Advised	  on	  100’s	  of	  global	  IT	  services,	  BPO	  and	  shared	  services	  engagements	  

Previous	  Experience	  
§  PracOce	  Head	  for	  IT	  Services	  &	  BPO,	  Gartner	  
§  BPO	  Marketplace	  Leader,	  DeloiTe	  ConsulOng	  	  
§  Vice	  President,	  Everest	  Group,	  helping	  establish	  the	  research	  insOtute	  
§  IDC	  US,	  IDC	  UK,	  and	  IDC	  Singapore	  

Educa3on	  
§  BS	  with	  Honors	  in	  European	  Business	  &	  Technology	  from	  Coventry	  University,	  

United	  Kingdom	  	  
§  Diplôme	  Universitaire	  de	  Technologie	  in	  Business	  &	  Technology	  from	  the	  

University	  of	  Grenoble,	  France	  	  
§  School	  of	  Hard	  Knocks	  
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Unbridled Opinion… Simply Calling It How It Is 

www.horsesforsources.com	  
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… With a More Serious Side Too! 

www.hfsresearch.com	  
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HfS is Driven by the Principles of Research 2.0 

Major	  Media	  
Pla;orm	  and	  

Blog	  

Real-‐3me	  data	  
from	  1000’s	  of	  

industry	  
stakeholders	  

Driving	  Real	  
Unvarnished	  
Community	  

Dialog	  	  

Blueprint	  
Market	  

Analyses	  and	  
Best	  Prac3ces	  

Industry-‐
Leading	  Buyer-‐
led	  Summits	  

Strategy,	  
Advisory,	  
Training	  
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Globalization of Operations in full swing as Investment Intentions 
in both Shared Services and Outsourcing reach record high 
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Increase	  moderately	   Increase	  significantly	  

	  	  

Sources:	  
“2014	  State	  of	  Outsourcing”	  Study,	  n	  =	  312	  Buy-‐side	  Enterprises	  
“2013	  State	  of	  Outsourcing”	  Study,	  n	  =	  399	  Buy-‐side	  Enterprises	  
“2011	  State	  of	  Outsourcing”	  Study,	  n	  =	  226	  Buy-‐side	  Enterprises	  
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	  How	  will	  this	  change	  in	  the	  next	  year?	  (Outsourcing)	  

Prolific uptake of offshoring continues (seemingly) unabated… 
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How	  will	  this	  change	  in	  the	  next	  year?	  (Shared	  services)	  

Source:	  	  2014	  State	  of	  Industry	  Study,	  May	  2014.	  HfS	  Research	  in	  ConjuncQon	  with	  KPMG	  (Sample	  312	  Enterprises)	  
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In	  what	  areas	  are	  you	  considering	  cloud	  /	  as-‐a-‐service	  opOons	  to	  augment	  /	  replace	  tradiOonal	  
outsourcing?	  

However, BPaaS is already replacing legacy outsourcing… 
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Industry-‐specific	  OperaOons	  

Human	  Resources	  

We	  have	  at	  least	  one	  cloud-‐based	  service	  for	  this	  funcOon	  

StarOng	  to	  evaluate	  /	  test	  soluOons	  

We	  are	  interested	  but	  yet	  to	  find	  anything	  suitable	  

Nothing	  in	  place	  &	  see	  no	  value	  

Source:	  HfS	  Research	  State	  of	  Industry	  Study	  June	  2014,	  conducted	  in	  conjuncQon	  with	  KPMG	  (Sample	  312	  Enterprises)	  
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To	  drive	  down	  operaOng	  costs	  

Cost	  effecOve,	  flexible	  services	  

To	  beTer	  address	  risk	  and	  regulaOon	  

To	  accelerate	  speed	  to	  market	  with	  new	  products/services	  

End-‐to-‐end	  process	  opOmizaOon	  

Real-‐Ome	  data-‐driven	  insights	  

To	  achieve	  hyper-‐growth	  in	  emerging	  markets	  

Access	  to	  improve	  the	  quality	  of	  operaOons	  talent	  

Seamless	  integraOon	  of	  acquisiOons	  

To	  restrict	  the	  recruitment	  of	  labor	  where	  possible	  

Invest	  in	  process	  automaOon	  and	  roboOcs	  to	  reduce	  reliance	  
on	  labor	  

Mission	  CriOcal	   Increasingly	  Important	   Emerging	   Not	  a	  DirecOve	  

How	  criOcal	  are	  the	  following	  C-‐Suite	  prioriOes/direcOves,	  in	  terms	  of	  shiming	  from	  a	  Cost	  Focus	  to	  a	  
Value	  Focus	  with	  your	  operaOng	  model?	  

C-Suite Priorities: Cost is the New Black 

Source:	  	  HfS	  Research,	  Base:	  168	  
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Enterprises Really Struggling with Talent, Analytics, Change 
Management and Technology Enablement 
How	  well	  is	  your	  current	  operaOng	  model	  performing	  against	  the	  following	  measures?	  	  
Has	  this	  performance	  level	  been	  improving,	  staying	  the	  same,	  or	  deterioraOng	  over	  the	  last	  year?	  

Buyers	  =	  Senior	  Level	  Enterprise	  Buyers	  (>	  $10B	  Revenues	  and	  VP+)	  
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Change	  and	  Program	  Management	  

Risk	  and	  Compliance	  Management	  

Commercial	  OrientaOon	  

Delivery	  and	  Sourcing	  Strategy	  

Enterprise	  Service	  Governance	  

Enabling	  technology	  

Talent	  Management	  

Data	  and	  AnalyOcs	  

Current	  Performance:	  %	  Performing	  Excellently	  /	  Quite	  Well	  
Improvement	  over	  Last	  Year:	  %	  Significant	  /	  Some	  Improvement	  

Current	  Performance	  

Improvement	  over	  
Last	  Year	  

Source:	  	  2014	  Global	  Business	  Services	  Study,	  November	  2014.	  HfS	  Research	  in	  ConjuncQon	  with	  KPMG	  (Sample	  312	  Enterprises)	  
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Enabling	  Technologies	  
DigiOzaOon	  •	  AutomaOon	  •	  AnalyOcs	  
Mobility	  •	  Social	  Media	  •	  CogniOve	  
CompuOng	  •	  ArOficial	  Intelligence	  
	  
	  

	  
Opera3ng	  Models	  and	  

Pla;orms	  
Outsourcing	  •	  Shared	  Services	  	  

GBS	  •	  BPaaS/SaaS/IaaS	  •	  
Crowdsourcing	  

	  
	  
	  

The	  World	  We	  Live	  In	  
GlobalizaOon	  of	  Labor	  •	  High-‐growth	  
Emerging	  Markets	  •	  DisrupOve	  
Business	  Models	  •	  ConsumerizaOon	  

Enabling	  Talent	  
Service	  Governance	  •	  Defining	  

Outcomes	  •	  CreaOvity	  •	  Data	  Science	  

	  

Which is conspiring to drive the As-a-Service Economy… 

Tools/Infrastructure	   Governance	  

Agility	  •	  CollaboraCon	  	  
One-‐to-‐Many	  •	  Outcome	  Focus	  	  

Plug-‐and-‐Play	  Services	  
	  

Source:	  HfS	  Research,	  2014	  
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Charles Sutherland, EVP Research 

charles.sutherland@hfsresearch.com	  

Overview	  
§  Over	  19	  years’	  business	  experience	  in	  strategy	  development	  and	  

delivery	  in	  the	  global	  outsourcing	  industry	  across	  US,	  Europe	  and	  Asia	  
§  An	  industry	  advisor,	  strategist,	  author,	  speaker,	  pracOOoner	  and	  

blogger	  

Previous	  Experience	  
§  Managing	  Director,	  Growth	  &	  Strategy,	  Accenture	  BPO	  
§  Managing	  Director,	  Strategy,	  Accenture	  Infrastructure	  Outsourcing	  
§  Strategy	  Partner,	  Accenture	  Media	  &	  Entertainment	  PracOce	  
§  MarkeOng	  Director,	  Oliver	  

Educa3on	  
§  MBA,	  INSEAD,	  Fontainebleau	  France	  
§  Honors	  BA,	  PoliOcal	  Science	  and	  Economics,	  University	  of	  Toronto	  
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n  IT	  Services	  Strategies	  

n  BPO	  Services	  Strategies	  

n  Governance	  Strategies	  

n  Global	  Business	  Services	  Strategies	  

n  Human	  Resources	  &	  Talent	  Services	  and	  Technology	  	  

n  Finance	  &	  AccounOng	  Services	  and	  Technology	  

n  Procurement,	  Supply	  Chain	  and	  Engineering	  Services	  and	  Technology	  	  

n  Industry	  views:	  Banking	  and	  Insurance,	  Healthcare,	  Life	  Sciences,	  Manufacturing,	  Retail,	  
Telecom	  

n  Enterprise	  AnalyOcs	  

n  Mobility	  Services	  

n  Cloud	  and	  SaaS	  Services	  across	  Workday,	  Salesforce,	  SuccessFactors	  and	  others	  

n  ApplicaOon	  TesOng,	  Development	  and	  Maintenance	  Services	  

n  Process	  AutomaOon	  

HfS has Established a Broad Set of Research Practices 
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Disrupt or be Disrupted: The Impact of Digital 
Technologies on Business Services 
Digital Technologies are changing the way businesses 
operate and compete. This report explores recent survey 
data to highlight how savy enterprises are taking 
advantage of advances in analytics, mobility, 
collaboration and the cloud. 

Market	  Commentary	  

 
Cost-Obsessed CEOs will Fail if they Ignore the 
Shortcomings of their Supplier Management 
Capabilities 
Many cost-obsessed CEOs will fail if they ignore the 
shortcomings of their supplier management 
capabilities. 

Buy-‐Side	  Trends	  

 
The Ten Key Tenets of the Emerging As-A-
Service Economy 
The “as-a-service economy” is quickly taking over as 
the new source of value creation in business services. 
This report indentifies the 10 tenets that HfS believes 
are shaping the foundation of this model. 

Strategic	  Capability	  Evolu3on	  

 
 
Strategic Analysis of Outsourcing Deals 
This POV analyzes the 22 deals announced this month 
for key lessons and for their alignment to recent HfS 
research. 

Market	  Ac3vity	  

 
Catalina on The New Consumer Truths For CPG and 
Retail  
We caught up with Dak Liyanearachchi, Catalina’s SVP – 
Global Data Analytics to discuss the new consumer truths 
that CPGbrands and retailers face with the explosion of 
digital and its implications for service providers. 

Service	  Provider	  Interviews	  

 
The Workday Services Value Chain 
Many enterprises are turning to Workday to improve 
business efficiency and effectiveness, but they must 
consider all activities inolved in planning, implementing, 
managing, operating and optimizing the solution to be 
successful. 

Offering	  Assessments	  

 
EXL Underwrites Its Insurance Success With 
Overland Acquisition 
EXL recently announced its acquisition of US-based 
Overland Solutions, Inc, a service provider of underwriting 
support capabilities to P&C insurers. We believe this fits 
well within EXL’s strategy of insurance investment. 

Acquisi3on	  Summaries	  

 
 
Luxoft: A Next-Gen Services Provider for a Next-
Gen Market 
In the face of a changing market, Luxoft provides us with a 
model for how to operate a next generation IT services 
provider. In doing so, it sheds light on how the provider 
and enterprise buyer relationship will need to change. 

Service	  Provider	  Assessments	  

We Cover Practices Through POVs, Reports and Blueprints 
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HfS	  Blueprints	  are	  based	  on	  the	  following	  five	  beliefs:	  

1.   Meaningful	  innova3on	  drives	  vision.	  On	  one	  side,	  HfS	  Blueprints	  differenOate	  service	  providers’	  ability	  to	  
innovate	  because	  the	  success	  of	  buyers	  is	  based	  on	  the	  ability	  of	  service	  providers	  to	  add	  more	  value	  than	  
labor	  arbitrage	  through	  cloud	  technology,	  standardized	  services,	  quality	  management,	  and	  analyOcs.	  	  

2.   Execu3on	  means	  more	  than	  market	  share.	  On	  the	  other	  side,	  HfS	  Blueprints	  evaluate	  how	  services	  deliver	  
value	  to	  clients	  in	  the	  real	  world	  based	  on	  the	  scale	  and	  scope	  of	  services	  actually	  delivered.	  	  

3.   Rela3onship	   management	   drives	   success.	   Our	   research	   findings	   have	   determined	   relaOonship	  
management	  is	  a	  crucial	  and	  therefore	  a	  significant	  factor	  of	  the	  HfS	  Blueprint	  methodology	  is	  the	  strategic	  
engagement	  of	  service	  providers.	  	  

4.   The	   community	   determines	   how	   it	   is	   evaluated.	   True	   to	   our	   social	   business	   roots,	   the	   experienced	  
outsourcing	  buyer	  community	  will	  largely	  determine	  the	  importance	  of	  the	  HfS	  Blueprint	  evaluaOon	  criteria	  
through	  a	  formal,	  proven	  process.	  	  

5.   One	  size	  does	  not	  fit	  all.	  Our	  approach	  also	  reflects	  our	  namesake	  belief	  that	  few	  horses	  run	  well	  on	  every	  
course	  by	  allowing	  our	  clients	  the	  flexibility	  to	  adapt	  HfS	  Blueprints	  to	  meet	  their	  specific	  business	  needs.	  
HfS	  Blueprints	  also	  evaluate	  the	  ability	  of	  service	  providers	  to	  tailor	  soluOons	  to	  meet	  specific	  service	  and	  
industry	   needs,	   instead	   of	   suggesOng	   that	   comprehensive,	   standardized	   soluOons	   are	   what	   every	   client	  
needs.	  

Why the HfS Blueprint is Unique 
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Q4	  2014	  (2)	  

§  MarkeOng	  
OperaOons	  and	  
Digital	  CEM	  

§  Telecom	  
OperaOons	  	  

Q1	  2015	  (7)	  

§  AnalyOcs	  
Services	  	  

§  ApplicaOon	  
TesOng	  	  

§  Enterprise	  
Mobility	  	  

§  PopulaOon	  
Health	  	  

§  Procurement	  
As	  A	  Service	  

§  Progressive	  
F&A	  	  

§  Workday	  
Services	  

Q2	  2015	  (6)	  

§  IoT	  

§  Engineering	  
Services	  	  

§  Global	  Business	  
Services	  	  

§  Health	  Payer	  
Services	  

§  Insurance	  As	  A	  
Service	  

§  SAP	  
SuccessFactors	  
Services	  

2015 HfS Research Blueprint Publication Schedule 

Q3	  2015	  (5)	  

§  Capital	  
Markets	  As	  A	  
Service	  

§  Customer	  
Experience	  
Management	  	  

§  Cloud	  Service	  
Brokers	  	  

§  Salesforce	  
Services	  

§  SAP	  Services	  

Q4	  2014	  (5)	  

§  Learning	  

§  Life	  Sciences	  As	  
A	  Service	  

§  MarkeOng	  
OperaOons	  

§  Meter	  to	  Cash	  	  

§  Supply	  Chain	  
Management	  
Services	  	  
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Charles	  Sutherland	  
EVP,	  Research	  
Tech-‐Enablement	  of	  
Services,	  Procurement,	  
Supply	  Chain,	  	  
RoboOc	  AutomaOon	  

Khalda	  de	  Souza	  
Principal	  Analyst	  
European	  Services	  
Strategies,	  SaaS	  Services	  

Barbra	  	  
Sheridan-‐McGann	  
SVP,	  Services	  
BPO	  and	  OperaOons,	  
Healthcare,	  	  
Life	  Sciences	  and	  
Public	  Services	  

Christa	  Manning	  
SVP,	  Research	  
Talent	  Management	  	  
and	  Workforce	  	  
Strategies	  

Ned	  May	  
SVP,	  Research	  
Mobility,	  Digital,	  
Cloud,	  IT	  Services	  

Ree3ka	  Joshi	  
Research	  Director	  
Consumer-‐Centric	  
OperaOons	  Services	  
and	  AnalyOcs	  

Meet the HfS Research Practice Leaders 

Pareekh	  Jain	  
Principal	  Analyst	  
Engineering	  Services,	  
Telecom	  OperaOons,	  
Pricing	  Strategies	  and	  
Supply	  Chain	  

Dr.	  Thomas	  Mendel	  
SVP,	  IT	  Services	  
IT	  Infrastructure	  	  
Services	  

Mike	  Beals	  
VP,	  Governance	  
Governance	  and	  
strategy	  for	  sourcing	  
across	  service	  
providers,	  buyers	  and	  
advisors	  
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Charles Sutherland, EVP Research 

charles.sutherland@hfsresearch.com	  
	  

@cwsuther	  

Areas	  of	  Research	  
§  Process	  AutomaOon	  and	  CogniOve	  Insight	  
§  Tech	  Enablement	  of	  Services	  
§  Procurement	  
§  Supply	  Chain	  
§  VerOcal	  Market	  Offerings	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  AutomaOon,	  CogniOve	  CompuOng	  and	  AI	  
§  OperaOng	  Models	  and	  Planorms:	  New	  BPaaS	  models	  and	  the	  arrival	  of	  specialist	  

providers	  
§  World	  We	  Live	  In:	  DisrupOve	  Business	  Models	  
§  Enabling	  Talent:	  “Design	  Thinking”	  intersecOng	  with	  Process	  Excellence	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  The	  evolving	  maturity	  of	  process	  automaOon	  
§  The	  pending	  arrival	  of	  cogniOve	  insights	  
§  Procurement	  and	  supply	  chain	  moving	  to	  “As-‐A-‐Service”	  models	  
§  AutomaOon	  driven	  consolidaOon	  amongst	  service	  providers	  
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Christa Degnan Manning, SVP Research 

Christa@hfsresearch.com	  
	  

@ChristaDegnan	  

Areas	  of	  Research	  
§  Workforce	  Support	  Services	  	  

̶  Acquire:	  strategy,	  source,	  and	  engage	  
̶  Enable:	  knowledge	  management,	  development,	  and	  assessment	  
̶  Reward:	  Payroll,	  benefits,	  and	  other	  recogniOon	  approaches	  
̶  Connect:	  CollaboraOon,	  mobility,	  and	  travel	  management	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  Workforce	  and	  task	  analyOcs,	  self-‐service,	  and	  social	  
§  OperaOng	  Models	  and	  Planorms:	  HR	  shared	  services/GBS,	  SaaS,	  crowd	  labor	  
§  Enabling	  Talent:	  Management,	  moOvaOon,	  and	  measurement	  
§  World	  We	  Live	  In:	  GlobalizaOon	  of	  labor,	  ethics,	  and	  sustainability	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  Service	  OrientaOons	  –	  IdenOfying	  the	  Individuals	  and	  IniOaOves	  for	  Service	  
§  SaaS	  Service	  Delivery	  CapabiliOes	  &	  DifferenOators	  	  

̶  Workday	  and	  SuccessFactors	  Ecosystems	  
̶  HCM	  SaaS	  provider	  service	  capability	  evaluaOons:	  ADP,	  Ceridian,	  Kronos,	  

NetSuite,	  SuccessFactors,	  UlOmate,	  Workday	  	  
§  Enablement	  &	  ProducOvity	  –	  Learning	  and	  CollaboraOon	  Strategies	  &	  Services	  
§  Building	  Culture,	  CollaboraOon,	  and	  Trust	  across	  the	  Extended	  Enterprise	  
§  Workforce	  TransformaOon	  Case	  Studies	  
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Ned May, SVP Research 

Ned.May@hfsresearch.com	  
	  

@nedmay	  

Areas	  of	  Research	  
§  Mobility	  
§  Digital	  
§  Cloud	  
§  IT	  Services	  

	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
Core	  focus	  is	  on	  how	  enterprises	  are	  adopOng	  the	  enabling	  technologies	  of	  the	  “as-‐
a-‐service	  economy”	  and	  how	  service	  providers	  are	  adapOng	  their	  offerings	  to	  assist	  
in	  this	  change.	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  Digital	  TransformaOon	  Services	  
§  User	  Experience	  Design	  
§  Internet-‐of-‐Things	  (and	  the	  convergence	  with	  Mobility)	  
§  The	  Three	  A’s:	  Agility,	  As-‐a-‐Service,	  and	  APIs	  
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Barbra Sheridan McGann, SVP Research 

Barbra.sheridan-‐mcgann@hfsresearch.com	  
	  

@SheridanMcgann	  

Areas	  of	  Research	  
§  Healthcare	  (payer,	  provider,	  paOent)	  
§  Life	  Sciences	  
§  Public	  Service	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  World	  We	  Live	  In:	  Consumerism….	  Compliance…	  Cost	  
§  Enabling	  Talent:	  	  

̶  Ability	  to	  idenOfy	  and	  address	  the	  problems	  and	  opportuniOes	  to	  address	  the	  
‘world	  we	  live	  in’	  

̶  CollaboraOon,	  trust,	  and	  respect	  
§  OperaOng	  Models	  and	  Planorms:	  Shared	  Services	  +	  Outsourcing	  +	  As-‐A-‐Service	  
between	  organizaOons	  &	  agencies	  

§  Enabling	  Technologies:	  	  
̶  Near	  term:	  AutomaOon	  &	  AnalyOcs	  	  
̶  And	  then:	  Social	  Media	  and	  Mobility	  
̶  More	  of	  a	  Stretch	  into	  Time:	  CogniOve	  CompuOng	  and	  ArOficial	  Intelligence	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  “Slivers”	  of	  services	  addressed	  by	  BPaaS	  
§  “Loops”	  of	  analysis	  and	  insight	  in	  exisOng	  processes	  
§  Focus	  on	  “The	  Talent”	  for	  governance,	  enabling	  technologies,	  analyOcs	  
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Dr. Thomas Mendel, SVP Research 

Thomas.Mendel@hfsresearch.com	  
	  

@drthomasmendel	  

Areas	  of	  Research	  
§  ApplicaOon	  TesOng	  And	  ApplicaOon	  Management	  Services	  
§  SAP	  Services	  
§  Enterprise	  Service	  Management	  
§  Cloud	  Infrastructure	  Services	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  TesOng	  as	  a	  Service	  from	  e.g.	  Wipro	  or	  Infosys	  
§  OperaOng	  Models	  and	  Planorms:	  Amazon's	  SAP	  Services	  
§  Enabling	  Talent:	  Companies	  like	  ServiceNow	  
§  World	  We	  Live	  In:	  Everything’s	  going	  Cloud	  obviously	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  Process	  automaOon	  
§  Templates	  and	  self-‐service	  
§  Transparency	  and	  business	  value	  
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Mike Beals, VP Governance Research and Strategy 

Mike.Beals@hfsresearch.com	  
	  

@beals_mike	  

Areas	  of	  Research	  
§  Governance	  and	  Service	  Management	  Tools	  and	  Strategies	  
§  Impact	  of	  Cloud	  &	  Compliance	  on	  Governance	  
§  Best	  PracOces	  in	  GBS	  adopOon	  or	  business	  service	  maturity	  

	  

Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  Governance	  SoluOons	  &	  SMS	  tools	  moving	  into	  non-‐IT	  
environments	  

§  OperaOng	  Models	  and	  Planorms:	  Plug	  &	  Play	  providers	  
§  Enabling	  Talent:	  Change	  &	  RelaOonship	  Management,	  AnalyOcs	  
§  World	  We	  Live	  In:	  DisrupOve	  Business	  Models	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  The	  adopOon	  of	  BPaaS	  changing	  governance	  requirements	  
§  The	  further	  evoluOon	  of	  GBS	  
§  Uptake	  of	  Enterprise	  Service	  Management	  
§  The	  ever	  increasing	  regulatory	  requirements	  
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Reetika Joshi, Research Director 

ReeOka.joshi@hfsresearch.com	  
	  

@joshireeOka	  

Areas	  of	  Research	  
§  Enterprise	  AnalyOcs	  Services	  
§  MarkeOng	  and	  Customer	  Experience	  Management	  
§  Retail	  and	  CPG	  OperaOons	  
§  Insurance	  OperaOons	  	  
	  
Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  AnalyOcs,	  Digital	  enablement	  in	  CEM	  and	  verOcal	  
processes	  

§  OperaOng	  Models	  and	  Planorms:	  Planorm	  BPO	  growth	  in	  insurance,	  evolving	  
operaOng	  models	  for	  new	  service	  areas	  

§  Enabling	  Talent:	  Talent	  development	  for	  specialized,	  high-‐value	  services	  
§  World	  We	  Live	  In:	  ConsumerizaOon,	  DisrupOve	  Business	  Models,	  GlobalizaOon	  of	  
Labor	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  RedefiniOon	  of	  the	  omni-‐channel	  customer	  experience	  
§  DemocraOzaOon	  of	  decision	  making	  between	  IT	  and	  business	  in	  analyOcs	  
§  ConOnued	  evoluOon	  of	  core	  verOcal	  offerings	  and	  BPaaS	  operaOng	  models	  for	  

retail	  and	  insurance	  
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Khalda De Souza, Principal Analyst 

Khalda.de-‐souza@hfsresearch.com	  
	  

@khalda_de_souza	  

Areas	  of	  Research	  
§  Services	  Surrounding	  SaaS	  Planorms	  (Workday,	  Salesforce…)	  
§  Macro	  Trends	  in	  IT	  and	  BPO	  Services	  in	  Europe	  
	  
Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  SMAC,	  Security	  
§  OperaOng	  Models	  and	  Planorms:	  SaaS,	  Business	  Model	  TransformaOon	  
§  Enabling	  Talent:	  Governance,	  Defining	  Business	  Outcomes	  
§  World	  We	  Live	  In:	  Growth	  Markets	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  Enterprises	  need	  to	  access	  IT	  services	  skills	  to	  get	  the	  maximum	  technical	  and	  

business	  benefits	  from	  a	  SaaS	  deployment.	  This	  includes	  consulOng,	  change	  
management	  and	  opOmizaOon	  services.	  

§  Europe	  conOnues	  to	  provide	  opportuniOes	  for	  IT	  service	  providers	  that	  are	  able	  
to	  understand	  the	  different	  business	  cultures	  in	  the	  countries	  in	  this	  region	  

§  Many	  2nd	  and	  3rd	  generaOon	  outsourcing	  deals	  are	  demanding	  value,	  
transformaOon	  and	  innovaOon	  elements	  from	  IT	  service	  providers	  

§  Increased	  interest	  in	  digital	  and	  cloud	  services	  has	  highlighted	  the	  importance	  of	  
security	  services	  
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Pareekh Jain, Principal Analyst 

Pareekh.Jain@hfsresearch.com	  
	  

@pareekhjain	  

Areas	  of	  Research	  
§  Telecom	  OperaOons	  
§  Engineering	  Services	  
§  Supply	  Chain	  Services	  
§  Pricing	  –	  New	  Deals	  
§  LocaOon	  Strategies	  
	  
Linkage	  to	  the	  “As-‐A-‐Service	  Economy”	  
§  Enabling	  Technologies:	  SMACA,	  IoT	  
§  OperaOng	  Models	  and	  Planorms:	  Business	  Model	  TransformaOon,	  Specialist	  
Providers,	  InnovaOon	  at	  the	  intersecOon	  of	  funcOonal	  areas	  

§  Enabling	  Talent:	  CreaOvity	  will	  be	  a	  catalyst	  through	  “design	  thinking”	  
§  World	  We	  Live	  In:	  Emerging	  market	  demand	  
	  

Key	  Trends	  and	  Themes	  for	  2015	  
§  Telcos	  need	  to	  digitally	  transform	  to	  meet	  new	  compeOtors	  and	  the	  demands	  of	  

the	  new	  investment	  cycles	  of	  LTE/4G	  &	  FTTx	  
§  Engineering	  and	  Supply	  Chain	  are	  moving	  from	  the	  niche	  to	  mainstream	  as	  new	  

capabiliOes	  in	  analyOcs	  drive	  opportuniOes	  for	  outsourcing	  
§  As	  A	  Service	  pricing	  models	  become	  part	  of	  publicly	  disclosed	  contracts	  even	  in	  

tradiOonal	  areas	  
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n  HfS	  Research	  is	  the	  leading	  analyst	  authority	  and	  knowledge	  community	  for	  business	  services	  strategies	  

n  Dedicated	  analyst	  team	  across	  US,	  Europe	  and	  Asia/Pac,	  headquartered	  in	  Cambridge,	  MA.	  

n  Unique	  focus	  on	  business	  services	  and	  global	  operaOons	  with	  technology	  as	  an	  enabler	  of	  the	  “As-‐A-‐Service	  
Economy:	  

n  Facilitates	  the	  HfS	  Sourcing	  ExecuOve	  Council,	  the	  highest	  quality	  network	  of	  enterprise	  buy-‐side	  execuOves	  
leading	  sourcing	  iniOaOves	  

n  Industry-‐leading	  Governance	  Proficiency	  CerOficaOon	  Program	  (GPCP)	   is	  designed	  to	  help	  today’s	  sourcing	  
execuOves	   approach	   service	   provider	   relaOonships	   and	   governance	   strategy	   with	   a	   sophisOcated	   and	  
pragmaOc	  approach	  	  

n  Acclaimed	   research	   focus	   on	   demand-‐side	   trends,	   market	   landscapes,	   service	   provide	   evaluaOons	  
(“Blueprints”),	  pricing	  dynamics,	  market	  sizing	  and	  forecasOng.	  

n  Leverages	   the	   vast	   HfS	   community	   of	   sourcing	   professionals	   to	   deliver	   rapid	   insights	   on	   global	   sourcing	  
industry	  trends	  &	  developments,	  surveying	  the	  opinions	  and	  dynamics	  of	  20,000	  organizaOons	  in	  2011-‐14.	  

n  The	  largest	  web	  and	  social	  media	  presence	  in	  the	  sourcing	  industry	  with	  142,000	  research	  subscribers	  and	  
the	  leading	  blog	  in	  the	  industry	  (horsesforsources.com).	  	  

n  A	  well-‐regarded	  new	  generaCon	  media	  outlet	  qualified	  as	  a	  Google	  news	  source	  and	  regularly	  quoted	  on	  
services	  trends	  in	  Wall	  St	  Journal,	  The	  Economist,	  CIO	  Magazine	  and	  BusinessWeek.	  

About HfS Research 


