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Executive Summary

Report Author: Gaurang Pagdi

GCCs shift to value-driven engines, with
execution-led transformation defining
the leaders

A market at a strategic inflection point

Global capability centers (GCCs) have
reached a strategic inflection point. What
began as cost arbitrage vehicles is now

firmly established as enterprise-grade hubs
for innovation, digital transformation and
long-term competitive advantages. This ISG
Provider Lens® study evaluates the service
provider landscape supporting GCCs across
two dimensions: design and setup and ongoing
optimization and enhancement. The findings
reflect a market in transition, where execution
capability is rapidly becoming the defining
measure of leadership and the basis on which
provider relevance will be judged.
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Market context: growth anchored in India
amid global realignment

India continues to be the main hub for

GCC growth. Its combination of deep talent
pools, a mature ecosystem, supportive
government policy and established delivery
infrastructure continues to make it the
default choice for enterprises building or
expanding their global capability footprint.
This dominance is not under threat in the
near term, but it is being complemented by a
broader geographic rethink that reflects both
opportunity and necessity.

Enterprises are actively exploring multi-location
strategies, with Eastern Europe, Southeast

Asia and Latin America emerging as
substantive complements to India-based
delivery. Motivations include niche talent
access, time zone coverage, geopolitical risk
mitigation and regulatory proximity, but the
underlying intent is consistent: to build more
resilient, diversified GCC models with less
concentration risk. The most strategically

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

The next generation
of GCCs 1s bullt not
for cost arbitrage but
for impact, scale and
transtormation.
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advanced organizations treat multi-location
strategies not as a hedge but as a deliberate
architecture decision, aligning each geography
to specific talent or delivery objectives.

Structural pressures are intensifying the
urgency of this realignment. Rising wage
inflation, persistent shortages of digital and
engineering talent, increasing data sovereignty
requirements and evolving regulatory
complexity are forcing enterprises to design
GCCs with far greater precision. Strategic
intent must now be matched by operational
discipline from day one, and providers that
deliver this rigor, through location intelligence,
regulatory expertise and workforce planning,
are experiencing significantly higher demand.

The midmarket segment warrants particular
attention in this context. Enterprises outside
the largest global corporations are increasingly
entering the GCC conversation, enabled

by the democratization of setup models,

the availability of managed and co-located
delivery options, and growing evidence

that GCCs are not the exclusive preserve

of large multinationals. The expansion of
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the addressable market is creating new
opportunities for providers with the flexibility
and cost efficiency to serve organizations

at earlier stages of global delivery maturity,
while introducing design and governance
considerations that differ considerably from
the playbooks developed for large-scale
enterprise GCCs.

Enterprise priorities: from cost efficiency
to measurable business impact

The most significant shift in enterprise priorities
is the shift from cost arbitrage as the primary
GCC justification. Today, the business case

fora GCC is increasingly built around value
creation, encompassing revenue enablement,
innovation output, decision intelligence and
enterprise-wide transformation. Cost efficiency
remains relevant, but it has been reduced to

a baseline expectation rather than a strategic
differentiator. Enterprises that continue to
frame GCC performance primarily in cost terms
are increasingly misaligned with market realities
and their own competitive imperatives.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

This shift is redefining what enterprises

expect from their GCCs. Functions once
considered too sensitive or complex for remote
delivery, including product engineering, CX
transformation, advanced analytics, risk
management and compliance, are now being
actively built within GCCs. The scope expansion
is intentional and is reshaping the talent,
governance and technology requirements
attached to GCC investments. In many
organizations, the GCC has moved beyond

a support structure to become a primary
vehicle for delivering the enterprise’s digital
transformation agenda.

Execution maturity has emerged as the

critical bottleneck. Enterprises consistently
report that the challenge is not ideation

or strategy; it is translating ambitious
transformation agendas into a scalable,
operational reality. This is driving demand

for providers that can move beyond advisory
into end-to-end delivery accountability, as well
as for operating models that embed intelligence
and automation into core workflows rather than
treating them as parallel initiatives. The demand

for point solutions and disconnected pilots is
declining sharply; enterprises want integration,
coherence and measurable outcomes tied to
strategic objectives.

Al'is no longer a future consideration; it is a
core design variable in how GCCs are
structured, staffed and operated today.

The most impactful deployments are not

in standalone pilots but the embedding

of intelligence into core workflows across
finance operations, HR services, engineering
delivery, analytics and CX. Providers with
reusable, Al-enabled frameworks and industry-
specific automation assets are substantially
accelerating time-to-value for clients, while
those relying on generic advisory are struggling
to demonstrate comparable impact. The shift
from Al as a capability narrative to Al as an
operational reality is progressing faster than
anticipated, creating a significant performance
gap across the provider landscape.

Talent strategy is equally critical and
increasingly complex. Enterprises are
building specialized GCC capabilities in
digital engineering, data science and applied
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Al, while balancing in-house development
against the speed advantages of provider-led
capability access. Hybrid workforce models that
combine internal teams with provider-delivered
capabilities are gaining traction but require
governance maturity that many enterprises

are still developing. GCC talent strategies must
be dynamic, continuously updated and tightly
aligned to the evolving innovation agenda of
the parent enterprise.

Provider dynamics: transitioning from talent
supply to value-led partnerships

The provider landscape is adapting to these
enterprise shifts, but at an uneven pace.
Leading providers are expanding their value
propositions across the full GCC lifecycle, from
location strategy and setup through operating
model transformation and continuous
optimization. They are investing in frameworks,
accelerators and reusable assets that reduce
setup timelines, lower risk and drive delivery
consistency. They are also developing industry-
specific solutions that enable engagement
with a level of contextual depth unattainable
through generic advisory.
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However, a substantial segment of the market
continues to operate primarily as a talent
supply channel, particularly in early-stage GCC
engagements. Staff augmentation remains

the dominant commercial model for many
providers, and the transition to outcome-driven,
transformation-led engagements is gradual and
uneven. This creates a significant gap between
the narratives providers market and the delivery
models enterprises actually experience — a
gap that is increasingly difficult to sustain

as procurement functions become more
sophisticated in evaluating and structuring
provider relationships.

Engagement model evolution is accelerating
this pressure. Enterprises are migrating from
time-and-material constructs to outcome-
based agreements, BOT and hybrid BOT models
and, in some cases, joint ventures that establish
shared accountability for GCC performance.
While the shift is not yet uniform, the trajectory
is clear. Providers that can operate under
outcome-linked commercial frameworks,
absorb transition risk and demonstrate
confidence in their delivery are gaining ground,

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

while those anchored in effort-based models
are increasingly competitively exposed.

A parallel transition is reshaping how providers
package and monetize their capabilities. The
market is shifting from talent as the primary
unit of value to IP, methodology and proprietary
accelerators as the core differentiators.
Providers that have built repeatable, asset-

led delivery models, such as GCC setup
playbooks, operating model templates

and Al-enabled workflow accelerators, are
compressing timelines, reducing client risk and
demonstrating a value proposition that extends
significantly beyond headcount. Providers still
leading with talent depth alone are finding that
proposition increasingly commoditized.

Technology disruption is simultaneously
expanding the scope of provider deliverables
and elevating the governance standards for
execution. Issues such as data residency,
model governance, workforce reskilling and
the responsible deployment of automation
have become active operational requirements
rather than theoretical risks. Both enterprises
and providers are establishing frameworks

that were not required even two or three

years ago, creating a clear opening for

providers with deep technology and compliance
expertise to command substantially higher
engagement value.

Execution capability — the ability to

translate strategy into scalable operational
outcomes — is emerging as the sharpest
point of provider differentiation. Enterprises
are applying greater rigor due to due diligence,
looking beyond case studies to assess
consistent, measurable business impact.
Providers building credibility are those investing
in delivery accountability, robust governance
models and integrated operating frameworks.
Positioning alone is no longer sufficient; the
market is demanding proof.

Ecosystem leverage is reshaping provider
competitiveness in ways not fully captured

by traditional capability assessments.
Partnerships with hyperscalers, SaaS platforms
and specialized niche players are enabling
providers to extend their capability footprint
significantly beyond what in-house investment
alone can sustain. The most effective providers
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are orchestrating these ecosystems to deliver
integrated, technology-enabled GCC solutions,
thereby creating a durable competitive
advantage that is difficult for talent-led
competitors to replicate quickly.

Outlook: execution capability will define
market leadership

Looking ahead over the next 12-24 months,
the GCC market will see a sharper divide
between providers that can deliver tangible,
scalable outcomes and those anchored

in traditional models. India will remain the
primary GCC hub, and demand for high-quality
setup and optimization services will remain
strong. However, the nature of that demand
is changing, and providers that do not evolve
their delivery constructs will face increasing
displacement by those that do.

For enterprises, the strategic priorities are
clear. Provider selection must be anchored
in demonstrated execution capability, not
advisory reputation alone. Intelligence and
automation must be embedded into GCC
operating models from the outset, not added
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as afterthoughts. GCC design must emphasize
resilience — balancing India-led growth with
thoughtful geographic diversification — and
build governance structures that can absorb
change without losing operational coherence.
The window to build strategically differentiated
GCCs is open, but it requires disciplined
choices at every stage of the lifecycle.

For providers, the mandate is equally direct.
The gap between capability narrative and
delivery reality must be closed, not through
better marketing but through investment in
execution infrastructure, reusable assets,
industry-aligned IP and governance models that
allow enterprises to extend trust beyond the
initial engagement. Providers that make this
transition will be positioned at the center of an
expanding, higher-value market; those that do
not will see their addressable space contract as
enterprises sharpen expectations of a true GCC
transformation partner.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Execution capability is the new
currency in the GCC market.

As enterprises shift from cost
arbitrage to value creation,

providers that consistently
deliver measurable outcomes
at scale will define the next
generation of GCC leadership.
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Introduction

The GCC
Services 2026
study focuses
on helping
enterprises
evaluate
providers that
support GCC
setup and
optimization.

Design and Setup

Optimization and Enhancement

Simplified lllustration Source: ISG 2026
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Definition
The GCC Services 2026 study highlights the
evolving provider ecosystem that enables

enterprises to design, establish and optimize
global delivery hubs.

Over the past year, the role of global capability
centers (GCCs) has advanced well beyond
efficiency and cost optimization. These centers
are increasingly positioned as enterprise
value creators, driving digital innovation,
enabling revenue growth, orchestrating Al-
led transformation and serving as strategic
hubs for CX, product development and
business insights. The rapid evolution of Al
has accelerated this shift, with many GCCs
embedding autonomous orchestration and
predictive insights into their operations.

Service providers have progressed from
supporting initial setup to acting as ecosystem
orchestrators. Their scope includes advisory
services on location and regulatory strategy,
building modular and resilient operating
models, delivering managed services and
coinnovating industry-specific solutions.

Emerging models, such as Captive-as-a-Service
(CaaS), hybrid build-operate-transfer (BOT)
structures and multi-hub networks reflect a
maturing landscape.

GCCs are increasingly designed as digital
twins of headquarters, mirroring enterprise
priorities, embedding governance and
enabling fast rollout of global strategies.
Equally important is the talent transformation
agenda, where providers are moving beyond
staff augmentation to support enterprises
with workforce reskilling, Al fluency,
leadership pipelines and industry-specific
domain expertise.

The 2026 study highlights the pivotal role
providers play in helping GCC evolve from
traditional shared services into globally
integrated, Al-enabled business platforms,
positioned to optimize costs and drive
agility, resilience and growth in a dynamic
global economy.
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Introduction

Scope of the Report

This ISG Provider Lens® quadrant report
covers the following two quadrants for
services/solutions: Design and Setup and
Optimization and Enhancement.

This ISG Provider Lens® study offers
business and strategic-decision makers:

e Transparency on the strengths and
weaknesses of relevant providers

o A differentiated positioning of providers
by segments

e Focus on Global market

This ISG Provider Lens® study offers IT-
decision makers: Our study serves as the basis
for important decision-making in terms of
positioning, key relationships and go-to-market
considerations. ISG advisors and enterprise
clients also use information from these reports
to evaluate their existing provider.

iSG Provider Lens

Provider Classifications

The provider position reflects the suitability

of providers for a defined market segment
(quadrant). Without further additions, the
position always applies to all company sizes
classes and industries. In case the service
requirements from enterprise customers differ
and the spectrum of providers operating in

the local market is sufficiently wide, a further
differentiation of the providers by performance
is made according to the target group for
products and services. In doing so, ISG either
considers the industry requirements or the
number of employees, as well as the corporate
structures of customers and positions providers
according to their focus area. As a result, ISG
differentiates them, if necessary, into two client
target groups that are defined as follows:

e Midmarket: Companies with 100 to 4,999
employees or revenues between $20 million
and $999 million with central headquarters
in the respective country, usually privately
owned.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

e Large Accounts: Multinational companies
with more than 5,000 employees or revenue
above $1 billion, with activities worldwide
and globally distributed decision-making
structures.

The ISG Provider Lens® quadrants are created
using an evaluation matrix containing four
segments (Leader, Product & Market Challenger
and Contender), and the providers are
positioned accordingly. Each ISG Provider Lens®
quadrant may include a service provider(s)
which ISG believes has strong potential to
move into the Leader quadrant. This type of
provider can be classified as a Rising Star.

o Number of providers in each quadrant:
ISG rates and positions the most relevant
providers according to the scope of the
report for each quadrant and limits the
maximum of providers per quadrant to
25 (exceptions are possible).

GLOBAL CAPABILITY CENTER (GCC) SERVICES QUADRANT REPORT |  APRIL 2026
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A
") Provider Classifications: Quadrant Key

Product Challengers offer a product and
service portfolio that reflect excellent service
and technology stacks. These providers and
vendors deliver an unmatched broad and deep
range of capabilities. They show evidence of
investing to enhance their market presence
and competitive strengths.

Contenders offer services and products
meeting the evaluation criteria that qualifies
them to be included in the IPL quadrant. These
promising service providers or vendors show
evidence of rapidly investing in products/
services and follow sensible market approach
with a goal of becoming a Product or Market
Challenger within 12 to 18 months.

*
1SG Provider Lens

Leaders have a comprehensive product and
service offering, a strong market presence and
established competitive position. The product
portfolios and competitive strategies of Leaders
are strongly positioned to win business in the
markets covered by the study. The Leaders also
represent innovative strength and competitive
stability.

Market Challengers have a strong presence

in the market and offer a significant edge

over other vendors and providers based

on competitive strength. Often, Market
Challengers are the established and well-known
vendors in the regions or vertical markets
covered in the study.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

% Rising Stars have promising
portfolios or the market experience
to become a Leader, including the
required roadmap and adequate
focus on key market trends

and customer requirements.
Rising Stars also have excellent
management and understanding
of the local market in the studied
region. These vendors and

service providers give evidence of
significant progress toward their
goals in the last 12 months. ISG
expects Rising Stars to reach the
Leader quadrant within the next 12
to 24 months if they continue their
delivery of above-average market
impact and strength of innovation.

Not in means the service provider
or vendor was not included in this
quadrant. Among the possible
reasons for this designation:

ISG could not obtain enough
information to position the
company; the company does

not provide the relevant service
or solution as defined for each
quadrant of a study; or the company
did not meet the eligibility criteria

for the study quadrant. Omission
from the quadrant does not imply
that the service provider or vendor
does not offer or plan to offer this
service or solution.
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Design and Setup

Who Should Read This Section

This report is valuable for providers offering GCC design and setup services globally to understand
their market position and for enterprises looking to evaluate these providers. In this quadrant, ISG
highlights the current market positioning of these providers based on the depth of their service
offerings and market presence.

Strategy professionals

Should read this report to position GCCs as enterprise growth engines. The report explores how
providers enable Al-driven transformation, digital-first operating models and global integration.
Insights on location strategy, governance and innovation frameworks help align GCC design
with long-term business objectives. It supports strategic decision-making for building resilient,
multi-hub networks delivering agility, cost optimization and sustained value creation.

Procurement professionals

Should read this report to assess service providers’ capabilities in GCC design and setup.

The report highlights vendor strengths, pricing and partnership ecosystems, enabling informed
sourcing decisions. It also covers managed services, BOT structures and captive-as-a-service
models, helping procurement leaders negotiate cost-effective and scalable solutions while
ensuring compliance, risk mitigation and alignment with enterprise transformation goals.

* .
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Compliance and legal professionals

Should read this report to understand GCC establishment and operations. The report details
providers’ expertise in regulatory navigation, tax structuring and risk frameworks across global
jurisdictions. Emphasizing data governance, responsible Al and cybersecurity, the report highlights
how legal teams can safeguard enterprise interests while enabling seamless global integration. It
supports proactive compliance strategies for resilient, legally sound GCC models.

Change management professionals

Should read this report to guide cultural alignment and workforce transitions during GCC setup
and transformation. The report outlines providers' capabilities in organizational change
frameworks, talent re-skilling and leadership development. It emphasizes embedding enterprise
values, governance and Al fluency into GCC operations, ensuring smooth adoption of new
models and technologies. It helps drive engagement, minimize disruption and accelerate
transformation success.
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Source: ISG RESEARCH
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* Rising Star

This quadrant assesses
providers that guide
enterprises through
the entire GCC
establishment journey,
from business case
development and
location selection to
legal structuring and
day-one operations.

Gaurang Pagdi
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Definition
This quadrant assesses providers that Eligibility Criteria
enable enterprises to design, establish and 1L A mature GCC adv1sory

operationalize new GCCs. Providers serve

as strategic advisors, helping enterprises
determine whether a captive or GCC model is
the right choice and develop a robust business
case aligned with long-term enterprise goals.
They advise on location strategy and site
selection, balancing cost, talent availability,
resilience and ESG considerations.

Beyond advisory services, providers support
operating model design (including global
process ownership, governance, risk and
compliance), legal and tax advisory, and
regulatory navigation. Increasingly, they also -
enable multi-hub and resilient footprints by ) ‘ e o . Provides documented case studies
consolidating operations across regions and “ UEs oI unie el sful GCC setups across
embedding digital-first foundations. Providers mdustnes and geographles T at
may execute the setup directly or leverage their - ¢

partner ecosystems to ensure a seamless ramp-
up of operations. Effective change management
and cultural alignment are prioritized,

alongside building the GCC as a digital twin

of headquarters to ensure alignment with
enterprise strategy and global integration.

tise In regulatory
compliance, legal rlsk and tax

* .
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Observations

The GCC design and setup landscape is
evolving rapidly, with enterprise expectations
outpacing many providers’ capabilities. The
shift from cost-led establishment to value-led
capability building is now well-established,
but its implications are still rippling through
the market. Providers that have invested in
structured setup methodologies, proprietary
frameworks and deep regulatory expertise are
pulling ahead, while those relying on generic
advisory without differentiated execution
capability are facing increased scrutiny.

Compared with last year, the quadrant reflects
a more contested and dynamic competitive
environment. Established players have
reinforced their positions through ecosystem
expansion and investments in frameworks,
while a cohort of focused, technology-led
providers continues to close the gap with faster,
leaner, asset-driven setup models. The overall
trajectory is toward greater specialization and
delivery accountability.

*
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Three themes are defining the current setup
agenda. First, the integration of Al, automation
and cloud at the outset of GCC design has
become a baseline enterprise requirement;
providers must demonstrate these capabilities
as part of their core setup offering. Second,
governance and compliance complexity
continues to intensify, particularly in India and
other high-volume GCC geographies, making
regulatory expertise a decisive factor in provider
selection. Third, the continued blurring between
captive GCC and managed service models is
driving demand for engagement flexibility, with
enterprises seeking providers that can operate
credibly across the full spectrum from advisory
through end-to-end delivery accountability.

From the 48 companies assessed for this study,
34 qualified for this quadrant, with 14 being
Leaders and two Rising Stars.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

>
accenture

Accenture's GCC design and setup practice
combines strategic advisory, Al-powered
scenario modeling, and flexible engagement
models to help enterprises envision, blueprint

and operationalize high-impact GCCs at speed.

ANSR

ANSR delivers end-to-end GCC design and
setup through a zero-CapEx, subscription-led
model, combining advisory, infrastructure,
talent and operational services to launch
scalable, enterprise-grade capability centers
within 2-12 weeks.

Capgomini@

Capgemini's GCC design and setup practice
integrates end-to-end advisory, flexible
operating models (BOT, assisted or JV) and
global location strategy, enabling enterprises
to establish future-ready capability centers
with speed, compliance and scalability.

CaGl

CGl's GCC setup approach leverages 30 years
of delivery heritage, deep client relationships
and a structured management foundation to
deliver end-to-end setup, from feasibility

and compliance to leadership hiring and
technology enablement.

& cognizant

Cognizant delivers modular, end-to-end GCC
build and assisted captive models by integrating
strategy, legal setup, talent, infrastructure and
digital engineering, enabling enterprises to
launch Al-ready, innovation-led global hubs.

Deloitte

Deloitte combines a deep advisory heritage
with execution capability to support end-to-end
GCC establishment. Its alliance with Embark
bridges strategy and on-ground readiness,
spanning location, legal entity, compliance and
talent across diverse markets.
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EY

EY brings over 25 years of GCC experience,
combining industry-led advisory with
technology delivery, alliances and capabilities
center as a service to accelerate launch
while embedding governance, risk and
Al-by-design.

HCLTech

HCLTech combines GCC advisory, build,
talent transformation and IP-led acceleration
under its GCC 360 framework, enabling
enterprises to design, set up and scale
Al-powered, domain-led GCCs with speed
and flexibility.

HEXAWARE

Hexaware combines SMC Squared's deep
BOT-led GCC setup expertise with Al-led
accelerators and global delivery scale to design,
build and operationalize future-ready GCCs
across India and emerging global locations.

*
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IBM's GCC design and setup approach
combines deep advisory expertise, ecosystem
partnerships and Al-led delivery frameworks,
enabling enterprises to move from business
cases to operational reality with speed,
precision and long-term sustainability.

Infosys

Infosys positions its GCC offering as an
Al-first, flexible build model integrating
hybrid BOT, assisted setups and nano
GCC constructs, enabling enterprises to
accelerate value realization from day one
through digital workforce infusion.

KkPmG

KPMG's GCC design and setup approach
combines deep industry specialization,
end-to-end advisory, outcome-linked
commercial models, and a tightly integrated
ecosystem of alliance partners to deliver
scalable, future-ready capability centers.

© 2026 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

e
pwe
PwC's GCC design and setup approach
integrates strategy-through-execution
capabilities, proprietary location analytics and
a broad global ecosystem to guide enterprises
from concept to operational GCC across
greenfield, BOT and managed service models.

- TATA
[Q CONSULTANCY
SERVICES

TCS delivers end-to-end GCC design and
setup through strategy advisory, BOT-led

execution, Al-native operating models and deep

ecosystem partnerships, enabling enterprises
to build scalable, innovation-focused global
value and innovation centers.

Coforge

Coforge's (Rising Star) GCC design and setup

approach is anchored in client control, domain-

led talent strategy and flexible engagement
models. Its structured methodology drives
scalable, outcome-committed GCC setups
across emerging global delivery locations.

GLOBAL CAPABILITY CENTER (GCC) SERVICES QUADRANT REPORT

‘ TECH
mahindra

Tech Mahindra's (Rising Star) GCC design

and setup capabilities are anchored in its

own GCC heritage, offering BOT-led delivery,
Al-native blueprinting and a formalized partner
ecosystem to accelerate enterprise entry

into India.
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EY

Overview

EY is headquartered in London, U.K.

It has more than 406,200 employees
across 150 countries. In FY25, the
company generated $53.2 billion in
revenue, with Assurance as its largest
segment. EY provides end-to-end GCC
solutions, including GCC strategy,
target operating model design and
implementation, entity and capital
structuring, talent management,
service delivery management, capability
building, governance and performance
management, digital strategy and
operations and process transformation.
The firm supports organizations
through its strategy, advisory, tax,
consulting and audit or assurance
services to establish and manage
GCCs across key global markets.
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Strengths

Intelligent GCC design: EY has shifted

the GCC setup from lift and shift to an
intelligent GCC blueprint, identifying where
agentic Al can redesign work, accelerate
transformation during setup and embed
responsible Al and risk controls from day
one. It reimagines the operating model with
Al-first productivity levers.

Sector-led technology depth: EY pairs
industry expertise across financial services,
CPG/retail, life sciences and energy with
technology delivery across SAP, Microsoft,
ServiceNow and data/Al platforms. Its
alliances with Microsoft, NVIDIA, Snowflake
and Databricks bring domain-led accelerators
and partner ecosystems to shape the build.
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“Setting up a future-ready GCC demands more than

CQJ blueprints; it demands sector depth, agile delivery

Leader

Gaurang Pagdi

Proven BOT execution: Through its
capabilities center as a service, EY delivered

multiple BOT GCC setups across finance, HR,

procurement, IT and risk functions in 2025.
Delivery anchored in India de-risks entry and
compresses time-to-scale with repeatable
playbooks and rapid ramp-ups.

Digital engineering expansion: EY has
expanded beyond advisory into digital
engineering delivery, with a majority of

its GCC work now falling under digital
engineering. Competing directly with large-
scale transformation providers, it enables a
seamless transition from strategy through
implementation, strengthening its execution
value in complex GCC setups.
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models and transformation embedded from day
one. EY’s BOT-led approach delivers precisely this
capability at scale.”

Caution

EY can consider formalizing and more
prominently marketing its startup and
emerging technology partner ecosystem.
Moving from need-based, sector-specific
engagements to a structured intake program
would further strengthen differentiation
during the setup phase.
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Optimization and Enhancement

Who Should Read This Section

This report is valuable for providers offering GCC optimization and enhancement services globally
to understand their market position and for enterprises looking to evaluate these providers. In this
quadrant, ISG highlights the current market positioning of these providers based on the depth of
their service offerings and market presence.

Operations managers

Should read this report to enhance efficiency and scalability in GCCs. The report details provider
capabilities in process standardization, governance frameworks and performance benchmarking.
With insights on automation at scale, Al integration and resilient multi-hub models, the report
helps operations teams optimize workflows, reduce costs and ensure seamless global delivery. It
supports building agile, outcome-driven operating models aligned with enterprise priorities.

Technology professionals

Should read this report to learn how GCCs are evolving into Al-enabled digital platforms. The report
highlights providers' expertise in platform modernization, cloud-native architectures, cybersecurity
and data governance. It covers advanced technologies, such as GenAl, automation and analytics,
enabling tech leaders to design robust, scalable ecosystems. It guides informed decisions to embed
innovation and accelerate digital transformation across global operations.

* .
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Business professionals

Should read this report to leverage GCCs as strategic growth engines. The report explains how
providers enable cost optimization, innovation and enterprise value realization through Al-driven
transformation and global integration. The study offers insights into governance, talent strategies
and ecosystem partnerships, helping businesses align GCC models with long-term objectives and
supporting decisions that drive agility, resilience and sustainable competitive advantage.

Data management professionals

Should read this report to focus on governance, security and analytics within GCCs. The report
outlines providers’ capabilities in data modernization, responsible Al and compliance frameworks.
Emphasizing predictive insights, workflow orchestration and robust data governance models, the
study helps professionals ensure integrity, privacy and regulatory adherence. It enables building
data-driven GCCs that support innovation and informed decision-making at scale.
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This quadrant assesses
providers that help
GCCs shift from
operational efficiency
to strategic value, with
capabilities spanning
benchmarking,
workforce evolution,
digital integration and
innovation enablement.

Gaurang Pagdi
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Optimization and Enhancement

Definition

This quadrant evaluates providers that help
enterprises scale, modernize and transform
existing GCCs into globally integrated,
Al-enabled business platforms. Providers
offer services across process reengineering,
benchmarking and digital transformation, and
they embed GenAl, agentic Al and automation
at scale into their operations.

They support talent transformation through
workforce upskilling programs, leadership
pipelines and Al fluency initiatives while
strengthening domain-specific expertise.
Providers help enterprises evolve their GCCs
into innovation hubs by cocreating industry
solutions, advancing sustainability initiatives
and improving CX capabilities. They also expand
service scope, strengthen data-driven decision-
making and enhance agility through flexible,
outcome-oriented operating models.

The focus has shifted from cost optimization
to enterprise value creation, where providers
position GCCs as strategic growth partners
by leveraging ecosystem collaboration and
modernizing delivery models.

Eligibility Criteria
1. De tr
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Optimization and Enhancement

Observations

This quadrant reflects a market that has moved
decisively beyond incremental efficiency
gains. Enterprises are no longer asking how
to run their GCCs better; they are asking how
to reposition them as strategic value drivers
embedded at the core of the enterprise
operating model. This shift elevates the
complexity and ambition of the optimization
mandate and, in turn, raises expectations of
providers supporting this phase of the

GCC lifecycle.

The provider landscape is responding with
greater sophistication: established players are
deepening their transformation capabilities
and investing in Al-led operating model
redesign, advanced analytics and outcome-
linked delivery frameworks. Compared with last
year, the quadrant reflects broader provider
participation as more firms develop dedicated
optimization practices and move beyond the
setup-centric positioning that has historically
defined much of the market.

*
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Three areas are shaping the current
optimization agenda. First, Al and
hyperautomation have moved from pilots to
production; enterprises now expect providers
to deliver intelligent workflows, process
mining and predictive capabilities as part of

a mature, integrated transformation offering
rather than as standalone tools. Second,
talent transformation is as important as
process transformation, with GCCs investing
heavily in Al proficiency, continuous upskilling
and specialized capability development

to keep pace with evolving enterprise
demands. Third, the shift from cost savings to
measurable business impact is redefining how
optimization success is measured; enterprises
are demanding outcome frameworks,
benchmarking rigor and governance models
that demonstrate value realization beyond
operational metrics.

From the 48 companies assessed for this study,
34 qualified for this quadrant, with 14 being
Leaders and one a Rising Star.
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>
accenture

Accenture leverages Synops 2.0, agentic Al
frameworks and process maturity diagnostics
to help standing GCCs evolve from foundational
operations to intelligent, reinvented capability
hubs, driving measurable outcomes in
productivity, efficiency and innovation.

Capgomini@

Capgemini's GCC optimization practice
leverages Al, GenAl and domain-led
transformation frameworks to evolve existing
centers from cost-focused delivery units into
innovation and value-creation engines with
measurable business outcomes.

& cognizant

Cognizant enhances GCC maturity through

Al, automation, operating model redesign and
proprietary platforms, helping centers transition
from cost-efficient delivery units to innovation-
driven, value-based transformation engines.

Deloitte

Deloitte supports GCC evolution from
operational centers to CoEs through
transformation-led engagements in Al
integration, risk modernization, talent
strategy and CoE development, helping
GCCs generate measurable enterprise
value beyond cost efficiency.

EY

EY's GCC optimization practice focuses on
evolving established centers through intelligent
operations frameworks, Al-driven productivity
enhancement, managed services, and a

global ecosystem of peer networks, thought
leadership and reskilling academies.

@ genpact

Genpact brings decades of process intelligence,
deep domain expertise and Al-native
capabilities to GCC optimization, leveraging

its captive-to-provider heritage to drive
measurable transformation outcomes.

GLOBAL CAPABILITY CENTER (GCC) SERVICES QUADRANT REPORT |  APRIL 2026 25 9




Optimization and Enhancement

HCLTech

HCLTech enables GCC optimization through
Al-driven run and transform suites, industry-
grade Al use cases and platform-led
modernization, helping enterprises evolve
GCCs into innovation, engineering and Al
acceleration hubs.

IBM drives GCC optimization through Al-
infused modernization, value-case-driven
transformation and ecosystem-enabled
innovation, helping mature centers transition
from cost centers to revenue-generating

and enterprise-influencing hubs.

Infosys’

Infosys supports mature GCCs through Al-led
scale and transformation programs, combining
process modernization, agentic Al infusion and
hybrid operating models to reposition centers
as innovation and value-acceleration hubs.

*
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kPMG

KPMG drives GCC optimization through Al-led
transformation, outcome-based delivery models
and deep industry expertise, helping centers
move from cost efficiency to enterprise value
creation and future-fit operating architectures.
e
pwe
PwC's GCC optimization practice helps
enterprises reinvent existing centers through
process reengineering, Al-driven automation,
CoE buildout and managed services, enabling
centers to evolve from transactional hubs into
high-value capability drivers.

. TATA
l ‘ ‘b CONSULTANCY
SERVICES

TCS advances established GCCs toward
innovation-centric operating models through
Al-led transformation, proprietary platforms,
co-innovation frameworks and enterprise-grade
capability building across IT, engineering and
business operations.
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‘ TECH
mahindra

Tech Mahindra leverages deep run-operate
experience, structured governance models
and Al-embedded operational enhancements
to optimize and scale mature GCCs across
industries and geographies.

Wipro's GCC optimization approach leverages
its Fusion GCC framework, Al-native delivery
platforms and strong client relationships to
enhance GCC maturity, transforming cost
centers into capability-driven, innovation-led
strategic hubs.

cal

CGl's (Rising Star) GCC optimization approach
enables capability centers to move beyond
execution into transformation, leveraging Al
platforms, outcome-based delivery models and
deep domain expertise to scale impact and
realize long-term enterprise value.
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EY

Overview

EY is headquartered in London, U.K.

It has more than 406,200 employees
across 150 countries. In FY25, the
company generated $53.2 billion

in revenue, with Assurance as its

largest segment. EY provides end-
to-end solutions for optimizing and
enhancing GCCs, covering operating
model transformation, Al-driven
automation, governance frameworks and
workforce upskilling. The firm supports
organizations in scaling GCC capabilities,
operating model transformation,
organization restructuring, vendor

and startup partnering, M&A support,
post-merger integration, monetization

of GCC assets, improving efficiency and
integrating digital solutions to meet
evolving business needs.
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Strengths

Intelligent GCC framework: EY's optimization
approach is anchored in its Intelligent GCC
framework built on four pillars. These include
Al-led transformation of existing operations,
productivity and efficiency gains through
agentic Al, workforce reskilling via its Al
Academy, and ethical Al governance. With
clients moving beyond proofs of concept
into live deployments across supply chain,
operations and IT, EY helps mature GCCs
redefine their growth trajectory without
defaulting to headcount expansion.

Risk, tax and change depth: Beyond
operations and tech, EY brings strong risk and
compliance capabilities, such as controls and
audit readiness. Its tax and sector specialists
help GCCs optimize safely, especially in
regulated and complex environments.
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“The evolution of GCCs is not about adding headcount,

CQJ it is about intelligent reinvention. EY’s optimization

Leader

Gaurang Pagdi

Proprietary IP and tools enabling
measurable value: EY brings a portfolio

of purpose-built IP to GCC optimization
engagements. EY Drive, its value
management platform, enables subscription-
based ROI tracking and organizational
assessments. EY Catalyst powers Al ingestion
and continuous improvement workflows.

A proprietary Operational Excellence
Management System, developed by adapting
manufacturing-grade production frameworks,
provides GCCs with a foundational capability
layer for intelligent, lean operations. These
tools move EY's optimization engagements
from advisory engagements to outcome-
oriented, recurring-value partnerships.
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approach embeds Al operational excellence and
sector-focused transformation to unlock the next
curve of GCC value.”

Caution

EY's optimization portfolio is expanding,
spanning IP, Al frameworks and ecosystem
partnerships; however, its visibility is limited
in the market. Consolidating these offerings
into a more integrated, clearly branded
optimization proposition would make its full
breadth of capabilities immediately visible to
GCC leaders.
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Methodology & Team

The ISG Provider Lens® 2026 — Global Capability
Center (GCC) Services study analyzes the
relevant software vendors/service providers in
the Global market, based on a multi-phased
research and analysis process, and positions
these providers based on the ISG Research
methodology.

Study Sponsor:
Namratha Dharsan

Lead Author:
Gaurang Pagdi
Editor:

Dona George

Research Analyst:
Akshay Hiremath

Data Analyst:
Sibasis Panigrahy

Consultant Advisors:

Carolyn Becker, Mathew Hannon, Saurabh
Kapoor, Micheal Fullwood, Shriram Natrajan,
Robert Stapleton and Vivek Anand

Project Manager:
Akshaya Hegde
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Information Services Group Inc. is solely
responsible for the content of this report.
Unless otherwise cited, all content, including
illustrations, research, conclusions, assertions
and positions contained in this report were
developed by, and are the sole property of,
Information Services Group Inc.

The research and analysis presented in

this report includes research from the ISG
Provider Lens® program, ongoing ISG Research
programs, interviews with ISG advisors,
briefings with service providers and analysis

of publicly available market information from
multiple sources. The data collected for this
report represent information that ISG believes
to be current as of April 2026 for providers that
actively participated and for providers that did
not. ISG recognizes that many mergers and
acquisitions may have occurred since then, but
this report does not reflect these changes.

All revenue references are in U.S. dollars ($US)
unless noted otherwise.
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The study was conducted in the
following steps:

1.

Definition of Global Capability
Center (GCC) Services market

. Use of questionnaire-based
surveys of service providers/
vendor across all trend topics

. Interactive discussions with

service providers/vendors on
capabilities and use cases

. Leverage ISG's internal databases

and advisor knowledge &
experience (Wherever applicable)

. Detailed analysis and evaluation

of services and service
documentation based on the facts
& figures received from providers
and other sources.
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6. Use of the following key
evaluation criteria:

* Strategy and vision
* Innovation

Brand awareness and
presence in the market

Sales and partner landscape

Breadth and depth of
portfolio of services offered

Technology advancements




Author and Editor Biographies

Lead Author
e
'\ y Gaurang Pagdi
b Lead Analyst

Gaurang brings over 22 years of experience
in the Finance & Accounting (F&A)

domain, having led delivery operations for
industry leaders in Banking, Telecom, and
E-Commerce. He has also served as a Digital
Transformation Consultant with an F&A
fintech, working with clients across

diverse industries.

His expertise spans delivery excellence

and business transformation, extending
beyond digital transformation to encompass
process and people transformation—
offering a holistic approach to building
future-ready businesses.
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At ISG, Gaurang leads multiple research
studies, including those on F&A, Workday
ecosystem, Human Resources Outsourcing,
and Global Capability Centers (GCCs). His
research focuses on the intersection of
customer experience, digital transformation,
analytics, Al, and automation.
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Research Analyst

Akshay Hiremath
Research Analyst

Akshay S Hiremath is a research analyst

at ISG and supports ISG Provider Lens®
studies on HCM Technology Platforms,
Payroll Solutions and Services, and
Transformational HRO studies. He supports
the lead analysts in the research process
and authors the global summary report. He
also develops content from an enterprise
perspective and collaborates with advisors
and enterprise clients on ad-hoc research
assignments. He has been associated with
ISG since 2022.

Prior to this role, he was involved in
preparing customized reports for various
clients mainly related to HR services such as
Permanent Recruitment, Temporary Staffing,
and Corporate Learning and Development.,
through secondary research that included
market analysis, supplier analysis and
profiling, and industry best practices.
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Study Sponsor

Namratha Dharshan
Chief Business Leader

Namratha brings over 19 years of market
research experience, leading the ISG
Provider Lens® program focused on

BPO and Al and Analytics. Namratha also
leads the India Research team and is a
speaker on ISG's flagship platform, the

ISG Index. She leads the ISG Provider Lens
BPO charter that includes coverage on Al,
GenAl and analytics. The program includes
more than 20 different reports. She is also
responsible for delivering research on
service provider intelligence. As part of
her role, she heads a team of analysts and
manages the delivery of research reports
for the Provider Lens® program.
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She is principal analyst and is responsible
for authoring thought leadership papers
and service provider intelligence report

in the areas of BPO focused on customer
experience and contact center services. She
has also authored other horizontal service
line reports like finance and accounting and
vertical focused reports for insurance. She
is also part of Senior Leadership Council for
India Research and represents a team of
over 100 research professionals.
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IPL Product Owner

Jan Erik Aase
Partner and Global Head - ISG Provider Lens®

Now as a partner and global head of
ISG Provider Lens®, he is very well
positioned to assess and report on

the state of the industry and make
recommendations for both enterprises
and service provider clients.

Mr. Aase brings extensive experience

in the implementation and research of
service integration and management

of both IT and business processes.

With over 35 years of experience, he is
highly skilled at analyzing vendor
governance trends and methodologies,
identifying inefficiencies in current
processes, and advising the industry.
Jan Erik has experience on all four sides
of the sourcing and vendor governance
lifecycle - as a client, an industry analyst,
a service provider and an advisor.
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About Our Company & Research
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The ISG Provider Lens® Quadrant research
series is the only service provider evaluation
of its kind to combine empirical, data-driven
research and market analysis with the
real-world experience and observations

of ISG's global advisory team. Enterprises
will find a wealth of detailed data and
market analysis to help guide their
selection of appropriate sourcing partners.
ISG advisors use the reports to validate
their own market knowledge and make
recommendations to ISG's enterprise
clients. The research currently covers
providers offering their services across
multiple geographies globally.

For more information about

ISG Provider Lens® research,

please visit this webpage.
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iSG Research’

ISG Research™ provides subscription
research, advisory consulting and
executive event services focused

on market trends and disruptive
technologies driving change in business
computing. ISG Research™ delivers
guidance that helps businesses
accelerate growth and create

more value.

ISG offers research specifically
about providers to state and local
governments (including counties
and cities) and higher education
institutions. Visit: Public Sector.

For more information about ISG
Research™ subscriptions, please
email contact@isg-one.com,

call +1.203.454.3900, or visit
research.isg-one.com.
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ISG (Information Services Group)

(Nasdagq: Ill) is a leading global Al-centered
technology research and advisory firm.

A trusted partner to more than 900

clients, including 75 of the world's top 100
enterprises, ISG is a long-time leader in
technology and business services sourcing
that is now at the forefront of leveraging Al
to help organizations achieve operational
excellence and faster growth.

The firm, founded in 2006, is known for

its proprietary market data, in-depth
knowledge of provider ecosystems, and
the expertise of its 1,600 professionals
worldwide working together to help clients
maximize the value of their technology
investments.

For more information, visit isg-one.com.
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