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Providing high-tech services has never been so
exciting! With the advent of generative Al, services
firms find themselves working alongside high-tech
firms to advise, discover, implement, optimize, and
accelerate how these firms infuse new insights from
data in their products, processes, and solutions; and
then into the lives of their customers.

In this report we dive into how services and advisory
firms are partnering with semiconductor, hardware,
networking, software, security, and cloud providers to
constantly evolve how they operate and innovate in
this cutthroat market.

)

Joel Martin

Executive Research Leader, TMT Practice Lead
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Introduction & HFS
market insights
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A High-tech continues to evolve rapidly. To adapt, change, and succeed, high-tech companies

(@)V/=) rVieW: HFS require partners that understand their value chain, industry challenges, and customer needs. The
Y onset of generative Al, 5G, and increasing security challenges require partnerships that are
H |gh - TeCh collaborative from a people, process, and technology point of view. With this study, HFS will delve
into how services and advisory firms are often the unsung heroes of the high-tech industry and
SerViceS, 2024 continue to play a crucial role in enabling these firms to develop and deliver solutions to clients.

A HFS Horizons: High-Tech Services, 2024 assesses how well service providers are helping their
clients embrace holistic enterprise transformation through high-tech services and enabling
value realized. The study evaluates providers' capabilities across the HFS definition of the value
chain, based on a range of dimensions to understand the Why, What, How, and So What of their
service offerings.

Horizon 1: Ability to drive functional optimization outcomes within the high-tech industry
through cost reduction, speed, and efficiency.

Horizon 2: Horizon 1 + the enablement of the OneOffice™ model of end-to-end organizational
alignment across the front, middle, and back offices to drive unmatched stakeholder
experience.

Horizon 3: Horizon 2 + the ability to drive OneEcosystem™ synergy via collaboration across
multiple organizations with common objectives around driving entirely new sources of value.

A This research highlights the ability to create value-add for each participant across the three distinct
Horizons. It also includes detailed profiles of each service provider, outlining their provider facts,
strengths, and development opportunities.

A Inclusion criteria: We invited diversified providers of high-tech industry services with established
business lines focused on supporting enterprise needs for customer experience to participate in
this study. Participation guidelines:

Annual high-tech services revenues (combined) of at least $250 million or a 10% contribution to
overall revenue

An existing portfolio of industry-specific services spanning the HFS high-tech value chain

HFS | Ol"izons © 2024 | HFS Research Excerpt for Capgemini High-Tech Services, 2024 | 5




We are at an inflection point
In high-tech where silicon,
data, and cloud are charting
a new course for the
iIndustry and the markets
high-tech firms empower.

....

.
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While complex, HFS views the high

- tech industry as currently

being transformed by the influence of three crucial

technologies

[]

Semiconductors

A Advancing compute, power
management, and communications
from loT to Quantum.

A Evolving from complex mass
production to “for purpose’ design
and implementation and creating
industry-, device-, and system-
optimized solutions.

A Diversifying the functionality of
workloads across a larger ecosystem
of design, fabricate, and implement
to create more connected, high-
performance computing.

1010
1010

Data

A Systems designed for data first,
rather than applications-based
allowing for new methods to create
applications, data pipelines, and
analysis tools.

A Powering foundation models to LLMs
to GenAl and enabling users to
access insights in context of its true
usability.

A Openness of data is creating new
challenges and opportunities for
ecosystem collaboration.

D

Cloud Platforms

A Providing access to unlimited
storage, compute, processing, and
access.

A Centralizing platform-based
marketplaces for innovations,
emerging technologies, and current
technologies to become more
available for adoption and
orchestration.

A Fueling business transformation over
digital transformation and new EX
and CX capabilities.
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The three macro factors require IT services and advisory
firms to hone their expertise and offerings around six factors

Impacting R&D capabilities @
‘E?
The capabilities of high-tech companies span
a broad spectrum of software development, firmware
development, product development, packaging,
documentation, licensing models, and Ul design.
Given the pace of change, resources, technologies,
and project management must be dynamic,
innovative, and accountable. Building and
modernizing solutions for a cloud-first architecture is
essential to create new forms of long-term value.

Scaling dynamically

The ability to quickly tap into global customer
opportunities and markets for software or hardware
solutions requires firms to be prepared to scale
quickly, both organically or inorganically. Solutions
are needed to intake local regulations, supply chain
channels, partnerships, and customer experiences.
Often firms need to develop partnerships to help
create, optimize, and expand their supply chain
needs from raw materials to product recovery for
ESG initiatives.

Orchestrating global supply chains (@)
R—ro

Adopting industry clouds to enable firms to work
across multiple partners to design, develop, build,
and deliver advantages based on a unified fabric
supporting their supply chain needs. Partners must
facilitate order planning, processing, shipping,
assembly, delivery, and return management. Supply
chains must be operated with resiliency, adaptability,
and security to ensure products, intellectual property,
and financial transactions are effective and accounted
for on a global basis.

Innovating products with data

High-tech is an industry that creates markets by
bringing innovations to customers that are industry-
centric, domain-centric, business-centric, and user-
centric. To innovate is to develop products that bring
software, semiconductor, hardware, data, services,
and user experience solutions together quickly to
drive adoption or pivot to new opportunities in new or
adjacent markets where ‘fit’ is rewarded by
investment.

D
Enabling data, Al, and automation E

Data-driven business transformation arises

from implementing complex order management,
product management, sales & marketing, customer
experience, performance, inventory, licensing,
regulatory, and ESG programs. Data must be
extracted and delivered to executives, line managers,
and technology teams to constantly improve
operations, productivity, and quality. GenAl tools
create a new horizon for evolving how tools and data
augment solutions.

Creating design-led experiences {}%{}
As customers can choose multiple viable

solutions, it's often the partners' experience with
product mindset that builds loyalty and engagement.
Design-led models are crucial to map optimized
experiences to the functionality needed to deliver
results. User experience, partner experience, and
customer experience are all critical to building long-
term value creation across software, hardware, and
services lines.
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And to fulfill the complete high - tech value chain, IT services

and advisory firms must meet demand with a broad set of
supply - side capabilities

High-tech firm needs (Demand-side)

Service provider capabilities (Supply-side)

A Software and firmware design, development, QA & test, and A Skills and resources in legacy and modern software development

implementation services lifecycle services
A Employee, customer, and product training, support, and help desk A Staffing of support and help desk centers at global, regional, and
A Product design, development, and optimization near-shore levels
A Incubation, acquisition, integration, and divestiture A Product innovation labs
A Regulatory, intellectual property management, and strategic growth A Solutions to support M&A and carve out services

drivers A Market and competitive assessment of products, solutions, and
A Supply chain, procurement, order management, and return or patent services

restock services A Ability to design, contract, negotiate, and monitor supply chain
A License design, management, and enforcement to provide growth effectiveness and efficiencies

and revenue capture A Developing, implementing, and monitoring traditional, Saa$S, or
A Devise new go-to-market sales and marketing campaign programs monthly recurring revenue models
A Governance, risk, and compliance A Campaign and pipeline management solutions
A Creating digital marketplaces A Assessing, implementing, and supporting governance, security, and
A Improving cross-functional workflows regulatory compliance in markets where solutions are delivered
A A . . . hnologi id . d A Creating new models for customer engagement in online and in-

dopting emerging technologies to provide competitive advantage product solutions
A Documentation of products, services, and processes A Optimizing the flow of data and insights across organization silos
A Custom silicon design A Fabless design services
A Hybrid cloud optimization
HFS HOI"iZOhS © 2024 | HFS Research Excerpt for Capgemini High-Tech Services, 2024 | 9



For added complexity, the high - tech industry consists of sub -
industries with integrated ecosystems, but often different
needs for growth and revenues creation

7 Understanding drivers* is key for IT Services growth

Platform Solutions

(AlE CEi ) A Mindset: Solution- or architecture-centric
Cloud & Platforms ‘
S A Operation model: Talent-dependent, speed to adoption
(Rackspace, AWS) A Customer experience: User experience, usefulness
~ A Ability to scale: Built for infinite deployment & adoption
Enterprise Software A GTM: Implementation partner, services, as-a-Service
(Microsoft, Oracle, SAP) ) ] o
S ‘ A Revenue model: License & Maintenance, Subscription
Consumer Software
(EA, Facebook, Grammarly)
OEM A
: i i Mi t: Product-centri
ngh-TeCh Industry . (Dell, HP, Cisco, Fortinet) indset: Product-centric
—> Hardware & Networking ‘ A Operation model: Resource dependent, highly
Contract Manufacturers optimized supply chain
(Meienes, Celpilv Selseien A Customer experience: Physical design, usability
Semicon Foundries A A:Illtty ;c: tscale: Built for steady state, resiliency,
(TSMC, SMC, Samsung, Micron) adaptabiiity
Semiconductor ‘ A GTM: Through partner, OEM, integration partner
Fabless Semicon A Revenue model: Unit cost, support & maintenance

(Qcom, AMD, Nvidia)

IT Services
(Accenture, Cognizant, UST)

Services

*Note: The six factors above are generalized but considered core to the operations, culture, growth, and go-to-market of high-tech subindustries. This study excludes the needs of the Services industry, as this report focuses on how Services
supports its related cousin industries.
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High - tech firms work as a highly integrated ecosystem of
interdependent relationships and feedback loops, in a
constant state of change and adaptability

OEM and \%[ Customer

product Specification

Contract
LELBEERLEY  Semiconductor Design and
supply chain verification

Assembly, Semicond
packaging, emiconductor

and test g@ Foundry
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tech firms' needs

Lo

o)
&3

Harnessing Al & automation to open new markets and growth

High-tech firms will look to partners for accelerated innovation and ideas for further embedding GenAl solutions into product, processes, and their
culture. These will require IT services firms to act more like advisory firms and vice versa. Partners will be on the hook to support all facets of their
clients from creating code to evaluating and actioning customer experience insights.

Excelling at platform economics

Support evaluating, designing, implementing, and joining platforms. The days of being an ‘independent’ software vendor are ending, ecosystems are
coming together based on cloud-native platforms. Knowing how you can develop a platform that attracts and attaches value creators and where to
join one will be crucial to the evolution of many firms as enterprise buyers look to simplify their service catalogues.

Developing revenue model innovation

Planning for the next stage of licensing and revenues. We’ve seen license & maintenance give way to subscription-based models, but as businesses
take on more of the IT budget, software firms will need to learn from services companies how to develop outcome-based revenue models.

Continuously optimizing via purposeful solutioning

Partners with a vision of ‘sand to cloud,” with a need for industry-centric solution built around industry platforms, purpose-built silicon for optimizing
processing of applications and data in the cloud, edge, and on devices will require services and advisory firms to bulk up their solutions capabilities
from point “best-in-class” service offerings.

Adopting a model embracing composable talent

High-tech firms, their partners, and their customers continue to go through a vicious cycle of talent attrition with key skills and resources cycling
through each party. This creates a lag time between technology-led innovation and business-demanded adoption. Services firms and their high-tech
clients have an opportunity to create models where composable teams leveraging tech skills, industry, and domain knowledge — augmented by
GenAl — are shared more equitably across the supply and demand parts of their own customer base.
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Executive summary,
methodology &
value chain
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Executive summary

Horizon 3 service
providers revealed

Building models to
improve go-to-
market

Technical skills are
crucial, build on this
to forge deep GTM
partnerships

High-tech customers
want partners willing
to put skin in

the game

GenAl skills will be
critical

We assessed 17 service providers across their value propositions (the why), execution and innovation capabilities (the what), go-to-market strategy (the how),
and market impact criteria (the so what). There are seven (7) Horizon 3 leaders. In alphabetical order, they are Accenture, Capgemini, Encora, HCLTech,
Persistent, TCS, and TechMahindra. These service providers have demonstrated their ability to support the customer experience function of enterprises in
their journey from functional digital transformation in the high-tech industry to create new value through ecosystems. These leaders’ shared characteristics
include a strong focus on digital-first solutions, client and partner collaboration and co-innovation, and proven impact and business outcomes with clients.

The HFS Horizons model aligns closely with enterprise maturity. We asked the leaders we interviewed as references for this study to comment on the primary
value their IT and business service provider partners deliver today and are expected to deliver in two years. With a focus on going to market, high-tech
vendors seek partners that can combine cost savings potential with quality of delivery and supply key talent the customer may lack. For an advisory or
implementation partner to succeed in the high-tech industry, it must be willing to communicate and collaborate effectively with its clients to address, monitor,
and share in these desired outcomes.

While success in Horizon 1 is about bringing technical acumen to projects, the fundamental nature of high-tech is to be able to stand toe to toe with smart
developers and dynamic teams. IT services and advisory firms will compete for any project based on the strength of their implementation skills, and their
command of knowledge of each industry (semiconductor, software, hardware & networking, cybersecurity, and cloud/digital platforms). Further, these
customers are seeking partners who also will invest in solutions that leverage the customers' technologies. Thus, they become both services partners and
trusted market partners. Forging deep process, automation, data, and (now) GenAl solutions launches partners into H2, and empowering strong ecosystem
synergies often leads to H3 outcomes.

Feedback from multiple customer references conducted as part of this research illustrated just how important it is in 2024 for advisory and IT services firms
to be willing to bring a combination of fixed-fee services and outcome-based or revenue-share models. In this highly disruptive market, high-tech vendors
seek client-friendly commercial models to free up funds to bring solutions to market quickly and achieve planned ROI metrics. This also requires shared
innovation, which leads clients to look to their partners to contribute to their innovation with talent, labs, and incorporation of emerging technologies into their
ecosystem. Larger firms such as Wipro and Accenture have investment arms that fuel this, while smaller firms including Encora and Persistent look for target
industry (medtech, fintech, etc.) innovators to bring ideas into projects.

HFS interviewed 62 partners and customers as part of this research. 90% of clients and 97% of partners involved in helping these advisory and IT services
firms bring solutions to the high-tech market indicated that the ability to incorporate GenAl would shape future business opportunities.
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The study seeks to highlight how IT services and
advisory firms create value for High

The future of the high-tech
industry

What'’s your vision for the future of
the high-tech industry? How can
you help the industry or sub-
industry evolve to meet these
challenges?

Business transformation focus

What will it take to drive change in
high-tech management beyond
M&A and digital hygiene? What
does end-to-end modernization
look like when business, not IT,
leads it?

Innovation

What are the critical innovations that will drive

o
'

the high-tech market forward? If you focus on
the overall industry or a sub industry, what are
the unique solutions you are bringing to market?

&

- Tech companies

Partner & customer ecosystems

How are partnership ecosystems evolving in high-
tech? What role do service providers play in
supporting and enabling growth and new business
models as well as constantly improving the global
supply chain associated with high-tech?

Data, Al, & automation

How are partners using advances in data
and Al to create real-time feedback loops,
role-centric insights, product innovation, and
automation tools to drive speed and agility?

Business outcomes

What are the key outcomes you’re
helping high-tech firms realize?
How are you evolving your
services to achieve these for your
clients?
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About the HFS Horizons methodology

Welcome to our HFS Horizons: High-Tech Services, 2024 study. Horizons are HFS Research’s vendor evaluation research
vehicle designed to assess the innovation and value potential of vendor capabilities across three distinct horizons:

Functional transformation: Ability to adopt new solutions or services to improve business or technology
01 Horizon One outcomes to enhance product development, manufacturing, design, and digital engagement with their end-
customers or partners.

Enterprise transformation: Horizon 1 + Enablement of the OneOffice™ model of end-to-end organizational
02 Horizon Two alignment across the front, middle, and back offices to drive unmatched stakeholder experience as data and
insights become shareable and easier to collaborate upon across lines of business.

Ecosystem transformation. Horizon 2 + Ability to drive OneEcosystem™ impact via collaboration across the
03 Horizon Three complex supply chain associated with global high-tech firms. Services from leading firms help clients establish
and execute shared objectives to drive new sources of value.

This research evaluates how service providers help their high-tech clients embrace practical services through innovation and value
realization. The study examines services providers' capabilities in the HFS high-tech value chain based on a range of dimensions to
understand the Why, What, How, and So What of their offerings.
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High - Tech Services Horizon inclusion criteria

This study focuses on diversified providers of IT and business process services with established high-tech business lines that support
the industry-specific needs of technology firms across semiconductor, hardware & networking, software, and cloud/digital
platforms.

Participation guideline includes:

H Revenue

Annual high-tech industry services revenues of at least $250M

Services
An existing portfolio of industry-specific services spanning the HFS
high-tech value chain

The following slide includes a full list of the providers we cover. Based on our research, each provider meets our criteria and we invited them
to participate. While we do not require an active briefing or participation, we are applying a no-opt-out policy as each of these companies
brings significant and comparable capabilities that will benefit buyers seeking comparable insights from this research.
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IT service and advisory providers covered in this report
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Note: Service providers are listed alphabetically
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HFS Horizons for high - tech services

Business transformation is Horizon 3
Horizon 3 service providers demonstrate:

Cf) A Horizon 2 +
E % '<T: A Ability to drive a “OneEcosystem” synergy via collaboration to create completely new sources of value
= _ 0 E for the business
5 HORIZON 3 U Market Leaders % CLE A Strategy and execution capabilities at scale
8 g % A Well-rounded capabilities across all value creation levers: talent, domain, technology, data, and change
L é A Driving co-creation with clients as ecosystem partners
~ A Referenceable and satisfied clients driving new business models with the partnership
Technology-led transformation is Horizon 2
(Z) Horizon 2 service providers demonstrate:
i o o = A Horizon 1 +
% o HORIZON 2 0 Enterprise 9 = O A Using technology to drive a “OneOffice” model of end-to-end organizational alignment across the front,
8 % P CZJ % '<T: middle, and back offices to transform stakeholder experiences
= = Innovators . = A Ability to support clients aligning customer and employee experience
8 E (L||_'3 <Z( é A Global capabilities with strong consulting, technical, or business advisory skills
<>’: P_: w A Capability to deliver business transformation via ongoing, multiyear managed services
(ZD ; A Proven and leading-edge proprietary tools, assets, and frameworks
Z > A Referenceable and satisfied clients for ability to innovate
z
" _ |C:) Functional transformation is Horizon 1
w <ZE <§f Horizon 1 service providers demonstrate:
§ HORIZON 1 0 Disruptors 8 g A Ability to drive improved operational outcomes
st O A Driving cost reduction, speed, and efficiency
8 § cjz) A Adopt strong implementation practices
?:_: A Offshore-focused with strong technical skills

A Robust fundamentals of cloud transformation
A Referenceable and satisfied clients for ability to execute
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Sources of data

This Horizons research report relies on myriad data sources to support our methodology
and enable HFS to obtain a well-rounded perspective on the service capabilities of the
participating organizations covered in our study. Sources are as follows:

4

Briefings and
information gathering

HFS conducted detailed
briefings with customer
experience leadership from
each vendor.

Each participant submitted a
specific set of supporting
information aligned to the
assessment methodology.

Reference checks

We conducted reference checks
with 30 active clients and 31
active partners of the study
participants via survey-

based and telephone interviews.

P

HFS Pulse

Each year, HFS fields multiple
demand-side surveys in which
we include detailed vendor
rating questions. For this study,
we leveraged our fresh-from-
the-field HFS Pulse study data.

Other data sources

Public information such as
news releases and websites.

Ongoing interactions,
briefings, virtual events,
etc., with in-scope vendors
and their clients and partners.
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Horizons assessment methodology u high - tech industry

The “HFS Horizons: high-tech services, 2024” evaluates the capabilities of service providers across a range of dimensions to understand the Why, What, How, and
So What of their high-tech industry service offerings. Our assessment will be based on input from clients, partners, and service firms and augmented with analyst
perspectives. The following illustrates how we will assess these capabilities.

< Distinguishing High Tech service providers characteristics >
Assessment Assessment sub-dimension Horizon 1 service providers Horizon 2 service providers Horizon 3 service providers
dimension
A Ability to provide access to skills to with A Ability to drive functional business A Horizon 1 + Enablement of the A Horizon 2 + Ability to drive
industry experience and know-how to outcomes through cost reduction, “OneOffice” model of end-to-end “OneEcosystem” synergy via
Value improve technology, business process, cost speed, and efficiency organizational alignment across the collaboration across multiple
proposition: management, and labor arbitrage. (e.g., showcase the ability to deliver a front, middle, and back offices to organizations with common objectives
The Why? . , , , service framework that is appealing create stakeholder experience (EX, around driving completely new
A Compgtltlve differentiators of service and relevant to the high-tech sector PX, CX) that encourages collaboration sources of value by bringing
(25%) portfolio and IP with offshore talent, partnerships, and on problem resolution and usage of frameworks, IP, and partnerships
a clear value proposition) data from multiple LOBs to execute that are in tune with the high-tech
against the customer’s mission. industry's unique needs and values.
A Breadth and depth of services across the A Ability to apply services models and A Horizon 1 + A Horizon 2 +
high-tech industry value chain solutions to address aspects of the A Ability to support clients across most A Comprehensive coverage across the
. o high-tech industry value chain (at least 75%) of the high-tech services high-tech services industry value chain
A Ability to offer cost models that are in-line A Primarily focused on either technology value chain and beyond
Execution and with the services needed for talent, services or business services A Global delivery presence A Provide both IT and business services
innovation technology, and process A Offshore-focused with strong technical A Strong industry-specific talent pool capabilities with strong consulting
capabilities: A A partner ecosystem that differentiates high- sl-<illls an.d technical pa_r?ners across IT and opera}tions domgins skills on emerging tech and business
The What? tech industry services that attracts executive A Limited industry-specific IP A Labor and Ieadersmp capabilities models
(non-IT sponsorship) across all the creation of value levers A Robust ecosystem of partners
(25%) of talent, domain, technology, data, integrated into the offerings
A Ability to partner across business and IT sustainability, and change A Differentiated IP, frameworks, and
teams to co-create new offerings based on management technology assets

insights gained from multiple touch points in
the organization.
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Horizons assessment methodology u high - tech industry

The “HFS Horizons: high-tech services, 2024” evaluates the capabilities of service providers across a range of dimensions to understand the Why, What, How, and
So What of their high-tech industry service offerings. Our assessment will be based on input from clients, partners, and service firms and augmented with analyst
perspectives. The following illustrates how we will assess these capabilities.

< Distinguishing High Tech service providers characteristics >
Assessment Assessment sub-dimension Horizon 1 service providers Horizon 2 service providers Horizon 3 service providers
dimension

A Proof of co-innovation and collaboration A Well-defined high-tech industry A Horizon 1 + A Horizon 2+

approaches leading to value creation practice A Articulate how high-tech industry value A Investments aligned to Horizons 1, 2
. A Clearly defined go-to-market strategy chain capabilities have led to the client and ecosystem enablement
Go-to-market A Frameworks t,hat addrgss rr'lult|'ple aspects of with KPIs improving business operations A Examples of co-creation with
strategy: The the value chain of services in high-tech A Mainly effort-driven client relationships A Examples of where the services firm customers and partners to create new
How? A Voi A Investments aligned to functional has put ‘skin in the game’ for outcome- sources of value
Voice of partners busi ) : . -
usiness outcomes set by customer based engagements A Purpose-led relationships driving

(25%) and achieved by service firm A Examples of co-created innovations for growth and innovation for clients

A Delivery of solutions developed by the high-tech industry with partners A Demonstrate executive-level

services firm or its partners engagement — both SP and client —
with programs

A Demonstrated ability to transition to A Proven scale and growth driven by A Horizon 1+ A Horizon 2+
technology-arbitrage models, focus less on functional optimization focus A Referenceable and satisfied clients for A Referenceable and satisfied clients
outsourcing and more on enablement A Referenceable and satisfied clients ability to innovate and execute driving new business models

Market impact: A Client adobtion of IP or solutions as part of A St!'ong. execution cre.dentials . . A Examples of how services firm has A Perqeived as a thought Ileader in
The So What? hei P ith thei | ph X A Primarily a vendor-client relationship strategy ISV, SaaS, or hyperscaler services unique to the high-tech
) sl G EEENEE Bl 2 U SUEply Sl o - gy Strong CIO/CTO partnership partnerships tuned to the High-Tech industry
clistomeriecosysiom industry A Examples of how partner is providing
(25%) ) ) . . :

A Demonstrable how generative Al solutions A Show how services from partner are innovation through the data across a
developed by the services partner can be seen as having a direct correlation to customer’s ecosystem to IT and the
adopted by the high-tech industry the success of one or more line-of- business

business
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High

- Tech Services Value Chain

High-tech industry

Sub-

. . Semiconductor
industries

R&D

A Product development
A Enhancement

A Optimization

A QA & Test

A Integration

A Documentation

A Design

A Packaging

A Training

A Security

L2
=
(]
(7]
Qo
7]
-
=)
(2]
=}
ge)
£

Software

Business enablement

A Order management &
activation

A SLA management

A Usage monitoring &
management

A Pricing, billing, & payments

A License & entitlement
management

A Uptime & reliability

A Procurement

A IP management

Hardware & Networks

Supply Chain

A Supplier management

A Manufacturing resourcing

A Logistics management &
planning

A Installation & service

A Return processing

Enabling technologies

Cloud/Platforms

Go-to-Market

A Sales operations

A Marketing ops

A Analytics & insights
A Market expansion
A M&A

A IR/AR

A Order management
A 3d-party management
A User support

A Partner support

A Regulatory

SaaS and platform-based applications

Horizontal business processes

Services

Digital Operations

A Content moderation &
management

A Content classification

A Ad moderation

A Authentication and identity
protection

A Web management

A e-commence

A Localization

A Data & security

Process automation, intelligent document processing, machine learning, generative Al, predictive analytics, Web3, augmented reality, blockchain, cloud,

Customer care, human resources, procurement and sourcing, finance and accounting, data management

Horizontal IT processes

Software engineering, applications development, applications management, applications modernization, cybersecurity, data modernization, IT operations

Q: How do differentiate your
services for your buyer?

Q: Where have you created
unique offerings?

An industry view of front-,
middle-, and back-office
functions representing
current and evolving high-
tech functions.

Q: How are you transforming
these functions and creating
new models?

Critical enabling technologies
underpinned by business
processes and IT services.
Q: How are these used in a
high-tech context to drive
modernization,
transformation, and clear
value and impact?
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Insights from Voice of
Customer/Partners
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Cost savings, quality of delivery, and access to critical skills
and talent form the core reasons for picking the specific high :
tech service providers

How did you pick this service provider? Please rank the top three criteria.
(Combined Rank 1+2+3)% exhibited in the chart

__________________________________________________________________________________________________________________________________________________________

Cost-savings potential 60%
Quality of delivery
Ability to provide access to critical skills and talent we don’t have

An existing relationship/knowledge of our operations

Ability to engage in a joint venture or co-investment relationships
Access to innovation and emerging technologies

Ability to provide a broad range of services across my value chain
Industry domain expertise and experience

Financial stability

Sample: HFS Horizons study, High Tech service providers, 30 client references
Source: HFS Research, 2024
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Partners primarily choose high - tech service providers based
on the availability of solutions that leverage partner tech,

strong tech implementation capabilities, expertise, and

experience

Why do you partner with this service provider? Please rank the top three criteria.
(Combined Rank 1+2+3)% exhibited in the chart

__________________________________________________________________________________________________________________________________________________________

Investment in solutions that leverage our technology 67%
Strong technology implementation skills
Industry domain expertise and experience

Consulting capabilities that pull through our solutions

Skilled at developing creative solutions

They give us access to large transformation deals

Highly collaborative

Deep connections and access to accounts we want to sell into

Investment in training their resources on our technology

Sample: HFS Horizons study, High Tech service providers, 30 client references
Source: HFS Research, 2024
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Per clients, high - tech service providers are best at delivering
on creative commercial models, execution, and investments in
high - tech

Based on your experience, please rate the service provider across the following parameters. Please use a scale of 1 to 10 where
1 is poor and 10 is excellent.
(mean score shown in the chart)

Average satisfaction 8.6

Client-friendly  Ability to co- Quality of Breadth and Geographic Identifiable High-tech Attracting Development Use of best of Use of
commercial  innovate with service delivery depth of high- coverage investments in management & retaining of intellectual best-of-breed emerging tech
models clients and tech-specific high-tech industry talent property/ R&D partner partners

partners offerings capabilities expertise technologies

Below average

Sample: HFS Horizons study, High Tech service providers, 30 client references
Source: HFS Research, 2024
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Per partners, industry expertise, execution, co - Innovation,
and collaboration with partners are some of the areas in
which high - tech service providers are delivering well

Based on your experience, please rate the service provider across the following parameters. Please use a scale of 1 to 5 where 1
is poor and 5 is excellent.
(mean score shown in the chart)

Average satisfaction 8.8

9.0

High-tech Breadth and Quality of Co-innovation  Identifiable Geographic  Use of best of Use of Attracting & Development of Creative
management depth of high- service delivery with clients and investments in coverage best-of-breed 'emerging tech retaining talent  intellectual commercial
industry tech-specific partners high-tech partner partners property/ R&D models

expertise offerings capabilities technologies

Below average

Sample: HFS Horizons study, sourcing and procurement service providers, 31 partner references
Source: HFS Research, 2024
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High - tech enterprises and partners strongly believe that
GenAl will have a positive impact on their business

What do you think the overall impact of generative Al will be on your business over the next 12 to 18 months?
(Select one option)

Clients Partners

90%
97 %

10%

I o
It will have an overall positive It is too early to say It will have an overall positive It is too early to say
impact on our business. impact on our business.

Sample: HFS Horizons study, High Tech service providers, 30 client references and 32 partner references
Source: HFS Research, 2024
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Horizons results:
High - Tech
Services, 2024
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HFS Horizons

0 asummary of high

assessed in this report

. . Providers . .
HFS point of view (alphabetical order) HFS point of view

Providers
(alphabetical order)

Accenture

Brillio

Capgemini

Cognizant

Encora

EPAM

EY

Genpact

HCLTech

Applying global capabilities and domain expertise to help clients
create end-to-end solutions from semiconductor to cloud

Bringing a software-engineering mindset to help tech and
business use emerging tech to digitally transform operations

Excelling at helping clients use a product-centric mindset to
accelerate shared go-to-market goals

Offering a holistic solution and partner ecosystem led by deep
industry domain knowledge and GenAl capabilities

Providing digital engineering services tailored to delivering
transformation with GenAl and LLM engineering capabilities

Focusing on automation, security, and software engineering
capabilities that align business goals with tech-led transformation

Applying industry advisory capabilities to drive business
outcomes and tech-led innovation through automation

Helping clients to capture new growth opportunities by
streamlining how tech supports their business teams

Assisting clients in reimagining solutions by bringing engineering
capabilities, domain expertise, and diversified partnerships

- tech service providers

Infosys

Persistent

Sonata

Sutherland

TCS

Tech Mahindra

Virtusa

Wipro

Implementing solutions by finding creative ways for customers
and partners to work together to accelerate time to market

Helping clients modernize by focusing on how a platform
approach can unify efforts of tech and business

Leveraging powerful ecosystem relationships to help clients
transform solutions with data-led innovation

Ensuring clients receive value from investments by staying close
through their commercialization of outcomes

Providing a complete bill of services built on talent, platform
enablement, and partnerships to create value

Enabling success by helping clients build connected experiences
and transforming how value is delivered

Providing unique IP and industry domain expertise for clients
seeking to be more agile in how they deliver solutions

Bringing talent innovation, investments in emerging tech, and
industry knowledge to a client engagement lifecycle
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HFS Horizons: High - Tech Services, 2024

HORIZON 3 0 Market Leaders Business transformation is Horizon 3
Horizon 3 service providers demonstrate:

A Horizon 2 +

z
s > lc:) A Ability to drive a “OneEcosystem” synergy via collaboration to create completely new sources of value
i accenture Copgomini® encoras: HCLTech @< for the business
(%) % o A Strategy and execution capabilities at scale
5 ) E_) A Well-rounded capabilities across all value creation levers: talent, domain, technology, data, and change
§ CP Persistent |( :[S E‘:ﬁ%&?‘”” :rigr"\indra a 2 A Driving co-creation with clients as ecosystem partners

= A Referenceable and satisfied clients driving new business models with the partnership

|_

HORIZON 2 U Enterprise Innovators Technology-led transformation is Horizon 2

Horizon 2 service providers demonstrate:
A Horizon 1 +

A Using technology to drive a “OneOffice” model of end-to-end organizational alignment across the front,
middle, and back offices to transform stakeholder experiences

A Ability to support clients aligning customer and employee experience

A Global capabilities with strong consulting technical or business advisory skills

A Capability to deliver business transformation via ongoing, multiyear managed services
A Proven and leading-edge proprietary tools, assets, and frameworks

A Referenceable and satisfied clients for ability to innovate

HORIZON 1 U Disruptors

Functional transformation is Horizon 1

Horizon 1 service providers demonstrate:

A Ability to drive improved operational outcomes

A Driving cost reduction, speed, and efficiency

A Adopt strong implementation practices

A Offshore-focused with strong technical skills

A Robust fundamentals of cloud transformation

A Referenceable and satisfied clients for ability to execute

brillio € cognizant <epam> 6 genpact

INOSS virtusa  wipre

Navigate your next

ENTERPRISE
TECHNOLOGY
TRANSFORMATION

INNOVATION SCOPE
VALUE ASPIRATION

SONATA
EY W SUTHERLAND

Building a better
working world
SONATA SOFTWARE

OUTCOMES
FUNCTIONAL
TRANSFORMATION
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Horizons services ranking by high

- tech subindustries

The complexity of the high-tech market results in expertise and unique IP and partnerships leading to exceptional outcomes in the areas of semiconductor, software, hardware
& networking (OEMs), and cloud/digital platforms. With the insights gained from research, interviews, partner, and customer references these IT services and advisory vendors

have also been classified in the following high-tech sub-industry Horizons.

INNOV ATION SCOPE

High-tech industry

HORIZON 3 — Market Leaders

HORIZON 1 — Disruptors

HORIZON 2 — Enterprise Innovators

TECHNOLOGY
TRANSFORMATION
VALUE ASPIRATION

FUNGTIONAL
TRANSFORMATION

Semiconductor

HORIZON 3 — Market Leaders

: i
14 ,
£ Copgemini@® HCLTech NS5 P persistent B
g 3
W oron -~ ercerorien rroueiors B
9
§ ;
0w > 5
5 E accenture brilho qur\pucl 8 E
2 . 9B
& E I manindra WP"’%{‘ B2
2 3
5 q
>

HORIZON 1 — Disruptors

g @oognizant  encora:  <EJAM>  EY

LA
g
2

) m [LLLL] S8 SUTHERLAND virtusa

Hardware, Security, &
Networking equipment

HORIZON 3 — Market Leaders

accenfure  brillo  Copgonini@  HELTech 3
s z
B PSheare wiprollt  F

€oogrizont  encoras  EBY_ (G enpact

TECHNOLOGY

l..,.m’.“__s... F Porsistent virtusa

INNOVATION SCOPE

<epam> i | SUTHERLAND

FUNCTIONAL
TRA]

HORIZON 2 — Enterprise Innovators

HORIZON 1 — Disruptors

VALUE ASPIRATION

Cloud & Digital platforms

HORIZON 3 — Market Leaders

accenture Copgowini@ encora . [ oot
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{
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g g

i
8 i EY 5% ¢
E & cognizant EY HCLTech § nn_‘
I - reen £ <
&l [e.3— o maningra virtusa g2 v
A 3

3
E 4
: :

o
brilio <epam> AR S suTHERLAND é

3

HFS HOFriZONS © 2024 | HFS Research

Excerpt for Capgemini

High-Tech Services, 2024 | 33
























