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Overview

The offshoring industry in India has substantially
expanded over the last 2 decades. Majority of fortune
500 companies have setup their Global Capability Center
(GCCQ) in India. GCCs initially were spread across metro
cities however they have expanded in Tier -2 locations
such as Ahmedabad, Indore, Jaipur, Visakhapatnam etc.

GCCs have risen in importance and relevance over the last decade and
have become universal among large global corporations. GCCs were
initially set-up as part of a strategy to reduce operating costs and bring
in service improvements. However, with the emergence of paradigm
changes in the technology environment and related ecosystem, GCCs
have been able to deliver more complex processes, participate in
innovation programs with onshore, manage customer relationships,
develop digital capabilities, etc.

The decision of locations to be offshored is primarily driven by factors
such as low cost manpower, availability of skilled resources, scalability,
language proficiency, availability of seamless connectivity,
infrastructure, etc. India not only has an upper hand when it comes to
the factors mentioned above, it also has time zone advantage and can
serve the operations across Asia, Europe and USA which brings
additional efficiency.

COVID-19 has led to an unprecedented global impact on the way
organizations operate and manage their workforce with respect to
safety, mobility, productivity, etc. In the current situation, GCC leaders’
need perspective to ensure they take the right actions across various
strategies around employees, technology, work from home, operational
resilience, cyber security, etc.

GCCs must sustain secure operations and maintain productivity while
readying themselves for building enterprise resilience and successfully
prepare for future disruptions.

In order to better understand the current landscape, Protiviti has
conducted a GCC survey to study various approaches and actions taken
by them with regards to core elements such as Operations, Technology,
People and Strategy.

Our survey covers following aspects:

i)  Impact of COVID-19 and lockdown on operations, technology and
people

ii)  Next steps (Actions) around operations and technology to augment
resilience

iii) Hiring plans of the GCC, including the mix of contractual staff

iv) Future roadmap for the offshore industry

In this report, we present an analysis of the responses received from

more than 150 participants across industries.

We would like to thank all our respondents who have supported us by
participating in this survey.
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Our Key Findings

94% of the respondents indicated that majority (>91%) of their workforce was able to work from home during lockdown period and
was able to successfully deliver to the on-shore team.

Approximately 60% of the small GCCs (1000-5000 employees) are expecting hiring freeze due to the current pandemic situation as
compared to the overall average of 45%.

97% of the respondents highlighted that there will be none to minor impact on the employee benefits (compensation) due to the
current pandemic situation.

Analysis of survey responses highlighted that 98% of the respondent organizations who are hiring, will either maintain or increase the
percentage of contractual workforce.

More than 80% of the respondents highlighted that employee wellbeing and IT resilience are the top two focus areas of discussion
with the onshore partners during the current pandemic.
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Demographics

* The analysis features responses from more than 150 participants Responses by Function and Management

» Global Capability Centre survey was conducted in the third quarter

of 2020. ) )
m Senior Management  mMiddle Management  ®Team Lead

1
1
1
from various industries. : Technology Operations  [JoUfopZ) 56.00% 44.00%
1
. . . . . !
Our diverse respondent comprises of Senior Management, Middle | Risk Management & Analytics T = TR
. . 1
Management and Team Lead representing key functions across i
L . X Finance Operations [IIEZXA 55.00% 20.00%
various industries. X
1
* Approx. 69% of our respondent GCC's organization were ,  Customer Servicing Functions 50.00% 0.08 50.00%
1
headquartered in the United States of America ! Compliance & Regulatory [EEEER 46.67% 40.00%
1
» 76% of our respondent’s were from organisation having workforce ! . _
: Business Operations 37.50% 12.50% 50.00%
of more than 5000. I
1
I Audit & SOX TR 54.90% 27.45%
1
1
1
1
1
1

Responses by Organisation Organization’s Headquarter

Workforce Size

‘ Up to

Responses by Industry

United States | R Sc 55%
Singapore | 11.95%

Healthcare Technology, Media & 9
1% Communication 24” 5000 United Kingdom [l 10.06%
Manufacturing 18% '
& Distribution C;gzll‘gzr: Switzerland Wl 3.14%
1% 1
\\ / & ! Russia = 1.26%
Services 5000
1% 9 R Japan 1.26%
’ 40" 10000 P °

France 1.26%
Canada 1.26%

38% Over Germany = 0.63%
Financial 10000
Services

79%

Australia 0.63%
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Operations

* * * How successfully were your deliverables managed during the lockdown? There was no impact on the
delivery as 94% of the
I respondents indicated that
majority (>91%) of their
0 97% workforce was able to work from
0 .
3 home during the lockdown.
|
Major None to Minimal
Impact Impact
« « « Functions which faced major impact at initial stages of lockdown Our discussions with the GCC
also indicated that initially
Risk priority was given to stabilize
Management

business functions followed by
the support functions.

& Analytics Business

Operations

Customer

Finance Servicing
Operations
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* + + Focus area of discussion with the onshore partners:

i) For augmenting operational resilience
Respondents across industries

indicated that employee well
being and IT resilience would be
the key to continue to provide
seamless delivery of the
processes offshored to India.

Employee well being
IT resilience

Cyber Secure remote operations

Third Party Engagement
Alternative location

Others

ii) For enhancing data security

In the current times, it is equally
important to enhance the data
security given the sudden rise in
work from home.

L —

Enhanced Security Security Remote user Mobile device  Enhanced security Enhanced
assessments/ Awareness activity monitoring security measures through end point monitoring through

audits Training and protection Security
Campaigns applications Operations Centre
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People

* + + What potential change do you expect in work force strategy of your organization Of the companies headquartered
P, . L
due to current pandemic situation: in Europe only 37.5% indicated
hiring freeze as compared to the

For full time roles Ovel’a” average Of 45%
|
w w
0
44" ik 45" ik
Hiring for Hiring for Hiring No
Expansion Replacement Freeze Response

On-roll staff as % of total
workforce in India

For contractual roles

\ I = Upto 50%
0 0 - m51-70%
ISA’ 82/0 ]4% H% =71-90%
m91% +
Increase in No Decrease in No
share of Change share of response
Contractual Contractual
Workforce Workforce
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* <+ Factors which you believe are the major challenges from talent perspective for

the offshore industry ranked by preference?

Lack of Niche Skills
High Attrition
Work timings (Shifts) 3

Availability of resource 4th

1St

2nd

* » What is the average attrition rate in your function in the last 2 years?

Audit & SOX 24% 33% 24%
Business Operations 38% 13% 13%
Compliance & Regulatory 27% 27% 20%
Customer Servicing Functions 0% 25% 25%
Finance Operations 20% 40% 30%
Risk Management & Analytics 19% 28% 33%
Technology Operations 28% 32% 32%

14% 6%
0% 38%
13% 13%
25% 25%
10% 0%
14% 6%
4% 4%

Availability of resources in India
is the least challenge. However,
guantum of people with relevant
skills (local language proficiency,
international compliances, etc.)
continues to be the most
important concern.

We understand from many global
companies that they do plan to
set-up new/increase the offshore
center capacity. This always
results in high demand of people
having past experience of
working in GCC.

protiviti.com/India

Global Capability Centers in India - A survey report -


https://www.protiviti.com/IN-en

Strategy

e * * Factors which you believe will enable growth of India’s offshoring industry

ranked by preference?

‘India’s growth factors’ rank

1

2

Factors evaluated by Respondents

Cost optimization
Talent pool
Time overlap across the globe
Proven delivery track record

Scalability

* * * Factors which you believe are most effective to retain talent in your organization

ranked by preference?

‘Talent retain factors’ rank Factors evaluated by Respondents

1

2

Flexible work environment
Financial support (educational support, loans etc.)
Rewards and Recognition
Employee support (créche, transport)
Up-skilling training

Internal job transfer

Cost optimization and talent pool
are of almost equal importance
for the growth of India offshore
industry. India has a time zone
advantage and can support
operations across Asia, Europe
and America, which also enables
efficiency.

GCCGCs in India have been
supporting the onshore
counterparts over two decades
now and have established
confidence with them.
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* * * How has your organization progressed in the digital transformation (RPA, Al, ML
etc.) journey?

45% of the respondents from

40% GCCs with workforce over
10000 have achieved several
Not starte? an.dbﬁ.\ialuating the Ry milestones in RPA, Al and ML
sy transformation journey as
17% compared to 27% each in small

and mid-sized GCCs.
31%

Just started and stabilizing the

o,
delivery B

31%

45%

Achieved several milestones PIFA

27%

m Over 10,000 ®5,000 - 10,000 = Upto 5000
(Organization size by strength)
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In1 - 2years

Process
transition
out

Process

transition in
Process (significant)
transition in

(marginal)

industry in the next 3-5 years?

In 3 - 5years

More involvement
in R&D and
innovation

28%

More
participation
in Global
business
strategy

Top Offshoring Country
1 Malaysia
2 Poland
3 Indonesia
4 Vietnam
5 Philippines

What changes do you envisage in the offshoring industry over 5 years?

Sustainable Cost
excellence -
automation led
process
efficiencies

Increase in
Customer facing
deliveries

Likelihood of the Countries (other than India) which will lead the offshoring

Given the business impact
globally, GCCs across the
industries expect transfer of
additional processes to be
delivered from India. Given the
maturity of GCCs, they expect to
participate in global business
strategy and innovation activities
over the next 3 to 5 years.

Some of the recent trends
suggests that global companies
are looking to set-up delivery
centers in other low cost country
and near shore locations which
provides them ability to balance
cost and skills.
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Conclusion

An imminent disaster, COVID-19, has caused disruption in businesses across all sectors and geographies and will be uncertainly
prolonged. It is evident that GCCs have adopted new ways of working in order to sustain the delivery standards during the current
situation. Recently, regulators are also promoting principles behind having an effective resilience program. Financial Conduct Authority
and Prudential Regulation Authority have issued consultation papers on concept of Operational Resilience. Given the size of GCC'’s
operations, it will certainly appear in firm-wide resilience plan. This would also require GCCs to re-assess the sustainability of their
infrastructure, availability, and scalability of the workforce and overall delivery strategy to maintain their positioning as a trusted
partner. They may also be required to contribute in developing overall firm-wide resiliency framework.

To achieve this, GCC's leadership should consider evaluating below questions:

Is our IT environment resilient and sustainable?

The emphasis on adoption of cloud applications, remote collaboration
tools, etc. will certainly pose risks in the current IT infrastructure that
includes cyber security related risks and increased down time. This
would require revisiting the existing IT infrastructure and taking
prompt actions. Survey results shows enhanced security assessments/
audits and security awareness campaigns as most discussed topics
currently with onshore partners for managing data security.

Are our processes scalable to deliver additional workload?

The continuation of manual processes or legacy systems that are not
agile may not be a viable option moving forward. Our discussions with
the GCC's senior executives highlighted the importance of technology
modernization in scaling up the existing processes to deliver additional
workload. Our survey result indicated that more than 40% of the
respondents are evaluating the implementation of Next-Gen tools and
technologies such as Robotics Process Automation, Artificial
Intelligence and Machine learning. Further, GCCs need to re-align
their workforce strategy in accordance with expected volume, nature
and complexity of processes to be transitioned in, while keeping in
mind the potential technology changes. Our survey results indicated
that lack of niche skills is the top most challenge from talent
perspective faced by GCCs in India.

Are we ready to participate in global business strategy?

Our survey results indicated that GCCs will play a pivotal role in
firm-wide business strategy and overall R&D/ innovation efforts
over the next 3-5 years. More than 40% of the respondents
highlighted that in the next 3-5 years they are expecting increased
participation in the global business strategy. Many GCCs have also
started multiple programs to identify, develop and nurture right set
of domain expertise and leadership.

To strengthen ties with global leadership, GCC’'s management will
need to continue their focus on sustainable transformation along

with expanding ownership, enhancing efficiency, and retaining &

up-skilling resources.
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About Protiviti

Protiviti (www.protiviti.com) is a global consulting firm that delivers deep expertise, objective insights, a tailored approach and unparalleled
collaboration to help leaders confidently face the future. Protiviti and our independent and locally owned Member Firms provide clients with
consulting and managed solutions in finance, technology, operations, data, analytics, governance, risk and internal audit through our network

of more than 85 offices in over 25 countries.

Named to the 2020 Fortune 100 Best Companies to Work For® list, Protiviti has served more than 60 percent of Fortune 1000 and 35

percent of Fortune Global 500 companies. The firm also works with smaller, growing companies, including those looking to go public, as well
as with government agencies. Protiviti is a wholly owned subsidiary of Robert Half (NYSE: RHI). Founded in 1948, Robert Half is a member of

the S&P 500 index.

Our Offices in India

Bangalore

77° Town Centre, Ground Floor
(East wing), Building 3, Block B
Divyasree Technopolis
Yemalur, Bengaluru - 560 037
Karnataka, India

Kolkata
PS Srijan Corporate Park

Unit No. 1001, 10th Floor, Tower - 1
Plot No. 2, Block - EP & GP, Sector-V
Bidhannagar, Salt Lake Electronics Complex

Kolkata -700 091
West Bengal, India

Chennai

4th Floor, A Wing,

Alexander Square, No. 2
Sardar Patel Road, Little Mount
Guindy, Chennai - 600 032
Tamil Nadu, India

Mumbai

1st Floor, Godrej Coliseum
Unit No 101, B Wing

Somaiya Hospital Road

Sion (East) Mumbai - 400 022
Maharashtra, India

Hyderabad

Q City, 5th Floor, Block A

Survey No. 109,110 & 111/2
Nanakramguda Village, Serilingampally
Mandal, R.R. District, Hyderabad - 500 032
Telangana, India

New Delhi

Level 15, Tower A

DLF Building No. 5, DLF Phase I
DLF Cyber City

Gurgaon 122 002

This survey report has been carefully prepared, but should be seen as general guidance only. You should not act or refrain from acting, based upon the information contained in this e L o
presentation, without obtaining specific professional advice. Please contact the person listed in the publication to discuss these matters in the context of your particular circumstances. Neither rO t I V I t I
Protiviti India Member Private Limited, nor the shareholders, partners, directors, managers, employees or agents of any of them make any representation or warranty, expressed or implied, as p

to the accuracy, reasonableness or completeness of the information contained in the publication. All such parties and entities expressly disclaim any and all liability for or based on or relating to

any information contained herein, or error, or omissions from this publication or any loss incurred as a result of acting on information in this presentation, or for any decision based on it.

© 2020 Protiviti India Member Private Limited
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