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@ OBJECTIVE AND SCOPE

The client, a top multinational professional services
firm, wanted to understand the evolution and journey
ahead for GCCs in India, including their role in the
parent company in various aspects such as digital
transformation, strategic decision-making, innovation,
research and development, etc. For this, it wanted
Benori’s support in the following:

GCC’s value proposition from cost to innovation, with
a focus on key strategic components and challenges

Survey analysis to understand the future
preparedness of GCCs
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We conducted extensive secondary research on the growth
journey of GCCs, focusing on areas such as digital
transformation, iInnovation, strategic priorities,
sustainability, outsourcing, M&A, partnerships, talent
development, and risk management. This was
complemented by in-depth interviews with C-level
executives from GCCs across industries to gauge their
current value delivery, KPIs, and future expansion goals.
Additionally, we surveyed over 50 GCC leaders to assess
their future readiness.

@ METHODOLOGY
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Secondary Primary Data
Research Research Modelling
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The research helped the client identify and understand:
Value delivery maturity of GCCs in terms of
people/process  optimization, expansion, and
iInnovation
Latest trends, threats, and KPIs of the GCCs in
sustainability, technology, strategy, innovation, risk,
etc.

The growth plan and outlook of GCCs and their role in

the parent company
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SAMPLE OUTPUT

Evolution of GCCs in India

A Broad-Scale Adoption of GCCs in India

India continues to be a favorite location for GCCs due to its large talent pool, established infrastructure, and supportive government policies

GCCs revenue* (India)

an start-up eco

India offers a viable ecosystern for GCCs to Availability of a large talent pocl in India for 2021 2025
collaborate, as it has 40,000+ active startups, major technologles. By FY21, india had X3+ Al
with ~¥X in the tech sector including X¢+ in Al, and big data professionals, which represents usb uso
laT, and other 'deap tech’ fields X% of the global analytics and Al professional XX Bn - XX Bn
ralent pool
Global market focus Innovation
Increased focus to drive market expansion Growinginfrastructure and improved Number of GCCs in India
with high-quality, cost-efficlent service partner medels that offer rapld
products/solutions from India development of advanced applications, using 2020 2021
technologies such as data analytics, Robotic
Process Automation (RPA), and 0T XX+ XX+

India is identified as the "global GCC capital,” aceounting for XX% of the global GCC industry share and generated revenue® over
USD XX Bn in FY21

Digital Transformation is Important; however, Use of Al has not been yet Utilized Fully by
all GCCs to Get Maximum Impact

Al leverages customer data to instantly match the profile to the most relevant Legacy systems are fully migrated to recent IT solutions, so the user interfaces
agent, based on the agent’s expertise and personal fit allow for smooth processes without the need of changing to other applications
.y
sector2 [ m = X% of the respondents from pharma and retall sector
agree that legacy systemns are fully migrated to modern IT
sector s | | salutiens
s=crors [ |
wcors [ Migration temodern IT selutions ks key for us to ensure %
transferabiling o
secore [N _— - Retail {CPG industry respondent ‘%‘ﬁQ‘

= Overall, only %% of the respondent agree (XX%] / strongly agree| Xx%| that
their Al leverage customer data to match the most relevant agent. &
significant percentage of respondents (X¢%) are neutral about this.

One of the respandents from the manufacturing sector stated that while
they do not currently have this facility, they are striving to introduce it across
all of their teams
Also, just ¥8% of respondents concur that technology like Al-based customer
Fssue antici pation, real-time solution suggestions enabled by natural o

KX% XX XX3% XX%

language processing, a single dashboard, and hybrid communication ara
=] Strongly agres lisagr Not applicable

There s a consolidatad, single customer wiew, [for instance, all information and
contact history are wisi ble for operators)

W oo disseree [l Disagree Meutral B e W stronglysgree B not applicable
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Follow us for
more insights!

P4 infoebenoriknowledge.com

?Ii' benori.com
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