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Employee backlash reaches its peak

Best practices emerge
among U.S. enterprises

for managing risks/
rewards of the global

delivery model

The global delivery
model now provides
reliable, repeatable
processes and

stabilized pricing
schemes

China is admitted to
the WTO

U.S. ESPs (CSC,
EDS, Accenture,
Sapient) respond

Foreign business
drives foreign

direct investment
to historically

high levels

Type A enterprises
(early adopters) “test the

Offshore goes
mainstream; Indian

ESPs gain “mind share”

Vendors (foreign and
domestic): Actively try
to grab “wallet share”

U.S. Enterprises:
Seek to slash
budgets in the
short term and buy
services in the
long term at the
best price in the
global market rather

Employees: See the
permanent shift in jobs
from one country to

another

Governments: Realize that 
the revenue potential is too

big to ignore

U.S. enterprises need
Y2K resources

The impact of not protecting intellectual
capital and critical knowledge is realized

Major failures of deals announced,
arising from inappropriate application

of the global delivery model
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India:
g Application

Outsourcing
g ITO
g BPO
g Product Dev.
g Contact Centers

Canada:
g Application

Dev.
g BPO
g Infrastructure

Support

Ireland:
g Packaged

Applications
g Localization
g Product Dev.
g EMEA

technical
support

Israel:
g High-End Software
g Learning Systems

Philippines:
g Transcription svcs.
g Contact Centers
g Animation
g Application Dev.

Country Specialization by Niche

Russia:
g High-End Software Engineering China:

g Embedded Software
g Hardware Services
g Localization
g Application Dev.
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Offshore Goes Mainstream

Number of Enterprises
Using Offshore Sourcing
 for the First Time

Type A: 
Early Adopters

Type C: 
Laggards

Largest segment
of Enterprise

buyers  comprise
this category,

hence there will
a large volume of

activity

Type B: 
Pragmatists

Time 

Global Delivery of:

(1) Business Process
Outsourcing,

(2) Contact Centers

(3) Infrastructure

Global Delivery
(onsite/nearshore/offshore)

of Application Related
Services
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App. Maint.
and Mgmt.

Legacy
App. Dev.

App.
MigrationHigh

Medium

Low

(maturity of
offering, end-
user buyer
“mainstream”
acceptance,
volume of
business)

BPOCall
Centers

Infra-
structure

Maturity Levels for GDM
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Question 1: In the coming year, will your use of resources
(in terms of number of people) located offshore

Increase level of people
resources by 1 to 10%

Increase level of people
resources by 11 to 20%

Increase level of people
resources by 21 to 30%

Increase level of people
resources by more than 30%

Continue at same levels as
last year

Don’t use offshore resource
and do not expect to

1

2

3

4

5

6
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Short term Delay (1 to 3 mos) in
planned  offshore initiative

Short term Delay (4 to 6 mos) in
planned  offshore initiative

Short term Delay (6 to 12 mos)
in planned  offshore initiative

Indefinite delay of planned
offshore initiative

Terminated offshore
initiative

No Change in planned
offshore initiative

1

2

3

4

5

6

Question 2: How has the press related to job loss in United
States caused by the growth of offshore services impacted
your decision making?
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Time

Readiness Startup Ramp-up Steady State

n Geopolitical
n Country
n Socio-

economic
n Internal
n Due diligence

nCultural
nLanguage

commun-
ications

nHuman capital
nLegal/

contractual

n Infrastructure
nKnowledge

transfer
nChange mgmt.
n Portfolio mgmt.
n Scope change
n Project/

process risk

nBCP/DRP
n Security
n Privacy
n Productivity
n Pricing
nTreasury

nExit plan

Leverage
Exit*

*May be by design or
on contingency

Stage 1 Stage 2 Stage 3 Stage 4 Stage 5

Risk Assessment & Management
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