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Introduction and overview

Research methodology
Background of the research

Scope of the research
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Background of the research

Mainframe systems remain essential to enterprises’ IT
strategies as they are considered a strong choice for
enterprises needing large processing capacities for high
volume transactions, forming a backbone for mid-to-large
enterprise businesses

Despite the evolving landscape of technology and
business dynamics, enterprises remain optimistic about
the future of mainframe services in 2024, prioritizing value
generation and operational efficiency. Enterprises look at
service providers as strategic allies in navigating the
complexities of mainframe technology evolution and
ensuring a competitive edge in their respective industries

With an increasing demand for innovation and technical
expertise, enterprises expect service providers to deliver
tailored solutions and proactive support to meet their
evolving needs, challenging providers to balance client
expectations with resource constraints
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Everest Group believes that it is crucial to gain
comprehensive understanding of enterprises' experiences
working with various service providers. This report aims to
provide valuable insights into enterprise satisfaction with
leading mainframe service providers, highlighting strengths
and areas for improvement, and identifying top and
emerging service providers in the realm of mainframe
services, specifically across consulting and assessment
services, modernization and transformation, and managed
services

The assessment draws upon a dataset comprising over
60+ interviews with buyers of leading service providers
conducted between 2023 and 2024 as part of the
Mainframe Services PEAK Matrix® evaluation. These
interviews offer a comprehensive understanding of the
evolving landscape of mainframe services and the
emerging players within it

Scope of this report

Geography: global
Industry: all industries
Services: Mainframe services

Providers: 17 global providers
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Research methodology | enterprise pulse study

il

Enterprise outreach Data collection Data synthesis and analysis

Conducted 60+ enterprise interviews between 2023- Structured interviews (~15 questions) with each Assessed performance themes, conducted gap

24 as part of the Mainframe Services PEAK Matrix® enterprise, capturing quantitative and qualitative analysis, and analyzed the future market potential of
assessment, spanning multiple industries and insights across technology priorities, digital agendas, service providers.

geographies; the service providers assessed in the outsourcing strategies, and perceptions about service

above report shared the enterprise references. providers.

We conducted interviews with enterprises that service providers nominated as reference checks for various
PEAK Matrix® assessment projects. Each enterprise was asked multiple questions regarding its experience
of working with specific service providers and its investment priorities.
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Research methodology | scope of services

Mainframe services — market definition

/@\

(@) A
X7/

O
Consulting/assessment services Transformation services Management/run services
Services such as application assessment, architectural Services that focus on enhancing and modernizing Services that focus on cost-efficient and optimized mainframe
review and redesign, business rules extraction, planning, mainframe such as planning and design, quality assurance, operations such as application enhancements, application
discovery, modernization assessment, migration platform design and implementation, system integration, management services, change management, database upgrades,
compatibility assessment, business case development, change management, security and compliance Managed Mainframe-as-a-Service (MFaaS), mainframe upgrades,
process evaluation, mainframe audits, and TCO evaluation enhancement, and backup security, system upgrades, and disaster recovery
Enhance/optimize Modernize
Services that can help enhance and optimize existing mainframe estate with minimum intervention Services that can help transform and modernize mainframe workloads through considerable intervention in
in the application layer. List of services includes: the application layer. List of services includes:
e Automation enablement: services focused on automating processes such as automated testing ¢ Application refactoring, replatforming, and reengineering: services focused on reverse engineering
and batch processing mainframe applications such as code/DB conversion, language transformation, transformation of COBOL
e Operational enhancement: services focused on enabling DevSecOps, AlOps, Site Reliability to modern programming languages, containerization, and alteration to microservices
Engineering (SRE) in mainframe environments ¢ Application rehosting: services focused on rehosting mainframe applications on on-premises,
e Environment rationalization: services focused on mainframe environment enhancement such cloud, or MFaaS model such as migration to public cloud and environment offloading to X86
as consolidation of data and Million Instructions Per Seconds (MIP) optimization ¢ Application replacement/retirement: services focused on helping enterprises sunset or replace mainframe
¢ Functionality enhancement: services focused on enabling next-generation functionalities such applications such as decommissioning, archiving, and closure

as data analytics and Application Programming Interface (API) integration
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Demographics of the research

The majority of the respondents are CXOs and represent large enterprises; two-thirds of the respondents belong to the BFSI sector

Breakdown by enterprise size
2024; percentage of enterprises

>US$20 billion  <US$1 billion
8% KXL

US$10-20 billion

US$5-10 billion (25%)

Breakdown by buyer designation
2024; percentage of total discussions

Non-CXO A
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US$1-5 billion (50%)
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Breakdown by industry vertical
2024; percentage of enterprises

Travel and transportation
8%

Technology
Retail 5

HLS GEA
BFSI (67%)

Breakdown by geography
2024; percentage of enterprises

Europe (42%)
North America (58%)
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Enterprises’ pulse insights

Executive summary
Enterprises’ satisfaction with mainframe service providers: 2024 vs. 2021

Enterprise satisfaction across key dimensions
Service providers’ strengths and limitations

Enterprises’ priorities for mainframe services
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Executive summary
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Enterprise demand for mainframe services will stay steady while the expectations from service providers will focus on value addition

and innovation

Enterprises’ demand in the
mainframe services market

is driven by their need to
transform and modernize their
legacy estate to enhance their
business operations and gain
competitive edge through a
seamless IT infrastructure
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Enterprises are satisfied with
the service providers’ technical
and domain expertise, client
management, and project
management

Enterprises are actively exploring
different approaches to monitor
and measure their mainframe
migration strategies, increasingly
favoring outsourcing to ensure
right-fit and risk mitigation

A discernible gap exists between
the enterprises’ expectation and
service provider’s innovation and
value addition. Enterprises are
expecting service providers to
provide them with business
innovation and benefits through
innovative mainframe solutions
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Mainframe service providers see increased satisfaction among their client base, as they meet
modern enterprise needs, including performance, security, flexibility, and support

Enterprises’ overall satisfaction with mainframe services providers'
Percentage of enterprises

54 /0 4 6 /O e Enterprises have seen increased satisfaction levels

. . compared to the previous year due to providers' investments
SHtleled NOt SthSfled in modernizing mainframe technologies and integrating

Al or automation for efficiency gains

e Clients value providers' innovative solutions that align
with digital transformation strategies and help them stay
competitive

e Clients have appreciated providers' ability to secure top talent
O 0 both onshore and offshore. This improvement in talent sourcing
6 7 A) 3 3 /O has led to better project outcomes and a higher level of
. o expertise available for addressing complex challenges
Satisfied Not satisfied

1 Satisfied: a satisfaction rating of 9 or above; not satisfied: a satisfaction rating below 9 (out of 10)
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Service providers have excelled in technical expertise and talent management but need to improve
strategic partnership and commercial flexibility

Percentage of enterprises satisfied on following dimensions'
YoY satisfaction rise in 2024

YoY satisfaction drop in 2024

73% t 67%
2% | Client 17%| Technical and

v Mmanagement domain expertise

45% 42%

Commercial 7% | Talent
v flexibility v management

5%

Change in enterprise satisfaction across dimensions in 2024
vis-a-vis 2021

Decreased
e Strategic partnership

Increased

e Technical and
domain expertise ¢ Client management

e Talent management e Commercial flexibility

e Value delivered

1 Satisfied: a satisfaction rating of 9 or above; not satisfied: a satisfaction rating below 9 (out of 10)
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0%

17%

50%
Value
delivered

33%
Strategic
partnership

Enterprises’ satisfaction with service providers is experiencing a
significant decline when it comes to forming strategic partnerships,
due to a lack of proactive engagement and innovation

Enterprises expect service providers to prioritize on defining a
long-term future roadmap, increase leadership involvement,
upgrade outdated tools, improve administrative management, and
prioritize strategic initiatives over functional and technical tasks

Enterprises seek skilled talent with deep technical and domain
expertise to drive modernization, improve processes, ensure
operational stability, and maintain clear communication through
regular meetings and engagements

Enterprises expect service providers to direct their focus on clear
digital transformation strategies, skill gaps, streamlining
billing/invoicing, and address technical debts
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Innovation / value addition and talent management rank the lowest in terms of satisfaction among
enterprises with respect to their mainframe service providers

Enterprises’ satisfaction for global mainframe service providers across different parameters
Average score on a scale of 10

'@' ‘//{k\ (\
® & j e Service providers score higher in terms of account management,

technical expertise, and domain expertise due to their client-
Account management | Technical expertise / Value Commercial centric approach, consistent engagement with clients, and project
/ engagement domain expertise delivered flexibility i
management capabilities

e Enterprises expect service providers to bring in innovative
commercial models and become long-term strategic partners
to them by providing flexibility, agility, and collaborative problem
solving

% @d_ ) e There is a need to focus on advancing talent management and
N innovation and providing value through the willingness to
experiment with new concepts and technologies aligning with
partnership talent management value addition expected business outcomes/values

8.2 8.1 6.8
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Service providers’ strengths and limitations
Aggregated market perspective

Strengths
Technical z/ﬁ-?\
. b Value
Account expertise Domain expertise delivered
management O ™
RZ:
:| IE_/o
Limitations
T:
alent t o |nnovation
managemen % Commercial > and value
addition capability Strategic _
partnership

erxibiIity@
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Mainframe modernization, cloud migration, and exploring next-generation technologies have

gained prominence in the list of enterprise priorities

The top four themes mentioned by enterprises as their future priorities for 2024-251

1B+E 248

Integration of next-generation
technologies and automation

Focus on mainframe
modernization/transformation

Top drivers/initiatives

Comprehensive

Domain/technical ~ Better-pricing = Software license  Operational
expertise models optimization stability solutions/IPs
Slmpllfy Talent Streamlined Gr_ac!ually Lower MIPS
business management billing process eliminate consumption
complexity technical debt

1 Based on interviews with participants from the Mainframe Services PEAK Matrix® Assessment

Source: Everest Group (2024)
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T
1)

Talent sourcing with expertise

Cloud migration and
in mainframe modernization

hybrid-cloud solutions

Top challenges

Ineffective long-

Lack of next-
term planning

Ensuring effective
generation

High licensing Risk-free change
fees migration management  technology talent
Exit from
IS;(atg[)a;[ss Frequent SME | Increase in CPU Accumulating M(;Isn;;?;e
turnovers consumption technical debt
Management recovery
System (IDMS)
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Top 3 service providers
delivering superior value

Assessment methodology
Assessment criteria

Top 3 service providers delivering superior value
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To identify the top service providers delivering superior value to clients, Everest Group assessed
17 mainframe service providers across the mainframe services market

Assessed service providers

accenture Capgominied € cognizant X< ENSONO

TECHNOLOGY

FUﬁTSU HCLTech INfosys k\/nd r\/I &p LTIMindtree

» Mphasis T - -Systems: ECS Eifupmcr TECH UNISYS

‘ The Next Applied

.....

Note 1: The assessment considers the PEAK Matrix® assessments for Mainframe Services PEAK Matrix® 2024
Note 2: Featured service providers include only those providers that have been finally positioned on the PEAK Matrix® assessment
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Assessment methodology

Source Qualification Evaluation

e Everest Group leveraged buyer-feedback gathered e Everest Group assessed only those providers that e Everest Group identified top three providers based
from Mainframe Services PEAK Matrix® 2024 have been finally positioned on Mainframe Services on the average score of buyer feedback across

ix®

e |n addition to this, Everest Group leveraged PEAK Matrix® 2024 seven parameters
providers’ inputs, its proprietary database, and e Further, only providers that have submitted buyer * |n addition to the above, transformational proof
insights from year-round client interactions for the references as per PEAK Matrix® guidelines were points and awards and recognitions were also
purpose of this study qualified for further evaluation considered to identify top three providers delivering

superior value
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We assessed providers across parameters such as buyer satisfaction, transformational proof
points, and awards and recognitions

Evaluation parameters

O

Ky,

Buyer satisfaction

Evaluation criteria

~—~
-
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R [Z] Transformational
T{@T

proof points

We conducted focused client reference discussions to understand the clients’ perception with regards to:
detailed questionnaire)

¢ Overall satisfaction and rating across dimensions such as technical expertise, domain expertise, resource and talent

management, commercial flexibility, innovation and value addition, account management, and strategic partnership

We assessed the top 10-15 transformational case studies per provider across the below:

e OQverall business outcomes and values delivered to the enterprises
provider, including:

¢ Likeliness to recommend the service provider's services to others and future engagement plan (please refer to page # 26 for a
e Complexity of the case study in terms of scope of services, geographical coverage, and product spectrum

¢ Value delivered through differentiating IP tools/solutions, niche partnerships, CoE/labs, etc.

We analyzed platform-specific awards and recognitions received by the service provider from the respective technology
¢ Global and regional partner awards

¢ [ndustry-specific awards

/I;erest Group®

e Awards for IP tools/solutions
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The top three service providers across mainframe services delivering superior customer

satisfaction and value

X

TECHNOLOGY

DXC Technology has delivered
superior customer satisfaction for
mainframe services along with

strong transformation proof points.

Clients have appreciated DXC
Technology for its domain and
technical expertise. They have
also expressed high levels of
satisfaction with regards to its
client management capabilities.
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HCLTech

HCLTech has emerged as a
value-focused service provider
delivering superior value to
clients along with a strong
positive market perception
around its delivery capabilities
for mainframe services.

Clients have appreciated HCLTech
and have expressed high levels

of satisfaction with regards to its
strong technical capabilities and
robust strategic partnerships.

kyndryl

Kyndryl has delivered
superior customer satisfaction
for mainframe services across
its client portfolio with

an enhanced focus on
delivering value.

Clients have appreciated Kyndryl
for its technical and domain
expertise along with its client
management capabilities. Clients
have also expressed high levels
of satisfaction with regards to its
project management approach.

1w b
AC




Enterprise perception of service providers
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What enterprises think of mainframe service providers (page 1 of 2)

Service provider

Strengths

Limitations

>
accenture

Capgomini@®
& cognizant

cNsSONOo

o)
FUJITSU

HCLTech

Infosys
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¢ Account management
e Technical expertise

e Value delivered
e Technical expertise

¢ Account management
e Technical expertise

e Technical expertise
® Account management

e Technical expertise
e Strategic partnership

e Domain expertise
e Technical expertise

e Technical expertise
e Account management

e Account management
e Strategic partnership

e Domain expertise
¢ Talent management

e Strategic partnership
e Commercial flexibility

e Domain expertise
¢ Talent management

e Customization capabilities
e Strategic partnership

e Commercial flexibility
e Value delivered

e Strategic partnership
e Talent management

e Commercial flexibility
e Domain expertise

e Talent management
¢ |nnovation
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What enterprises think of mainframe service providers (page 2 of 2)

Service provider

Strengths

Limitations

&p LTIMindtree

2 Mphasis

4 The Next Applied

kyndryl

T - -Systems-

~ TATA
l ( :ﬁ CONSULTANCY
SERVICES

TECH
mahincra

UNISYS
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Account management
Commercial flexibility

Technical expertise
Domain expertise

Domain expertise
Technical expertise

Technical expertise
Flexibility and transparency

Technical and domain expertise
Strategic partnership

Domain expertise
Strategic partnership

Technical expertise
Domain expertise

Domain and technical expertise
Value delivered

Technical expertise
Strategic partnership

Domain expertise
Innovation

Strategic partnership
Account management

Talent management
Commercial flexibility
Agility and time-to-value
Strategic partnership

Talent management
Value delivered

Value delivered
Talent management

Talent management
Commercial flexibility

Strategic partnership
Account management

Commercial flexibility
Account management
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Appendix

Questions asked in client reference discussions
Glossary

Research calendar
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Questions asked in client reference discussions

We asked enterprises the following questions regarding their respective service integrators:

e Describe your role within the organization and the e As a buyer of mainframe services, what are your top

mainframe services you currently utilize from your

service provider:

— How long has your organization been engaged with
this provider?

— What is the current scope of services handled by the
provider and are there any recent expansions to the
scope of services?

— What are the key factors that influence your decision
while selecting a partner for mainframe services?

— Have you worked with or considered any other
mainframe service providers in the past?

— Do you have plans to expand the range of
mainframe services offered by this provider?

What according to you are the biggest differentiators
for this service provider vis-a-vis other providers in
your vendor portfolio? Please describe any specific
capabilities demonstrated by the service provider.

What are specific gaps and areas of improvement that
you would recommend the service provider to focus on
over the next 12-18 months?

/I;erest Group®

2-3 expectations from service providers? How has your
service provider responded to these requirements?

What are the KPls/metrics being leveraged for
measuring the overall effectiveness of the mainframe
service engagement? How has the service provider
fared in these metrics so far?

What are your priorities for the next 12-18 months with
respect to mainframe services? How is the provider
positioned to support you in these endeavors?

Please rate your service provider on the following
dimensions on a scale of 1-10, with 1 being the lowest
and 10 being the highest:

— Technical expertise / domain expertise

— Resource/talent management

— Innovation / value addition

— Commercial flexibility

— Value delivered

— Account management / engagement

— Strategic partnership



Glossary of key terms used in this report

API

ASEAN

Container

DevOps

FTE

Hyperscalers

Infrastructure
services
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An application programming interface is a connection between computers or
between computer programs

Association of Southeast Asian Nations is a regional grouping that includes Brunei,
Cambodia, Indonesia, Laos, Malaysia, Myanmar, the Philippines, Singapore,
Thailand, and Vietnam

A lightweight, stand-alone, executable package of a piece of software that includes
everything needed to run it: code, runtime, system tools, system libraries, and
settings

An enterprise operating model that implies an agile relationship between the
development and IT operations teams

Full-Time Equivalent is a way to measure a worker's productivity and/or
involvement in a project. An FTE of 1.0 means that the person is equivalent to a
full-time worker

Cloud service providers which mainly includes AWS, Azure, and GCP

Infrastructure services includes a host of IT infrastructure-related activities including
datacenter, network, middleware, and end-user environment transformation and
management

Intellectual property refers to property that are creations of the human intellect
including copyrights, patents, trademarks, and trade secrets

LATAM

Mainframes-
as-a-service
(MFaaS)

Outcome-
based pricing

PaaS

SI

zCloud
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The region comprising Latin American countries such as Mexico, Brazil, Chile,
and Argentina

Services that provide mainframe compute and storage capabilities as a cloud
service, usually priced based on consumption

Pricing models in which the service provider earns revenue depending on
business outcomes delivered as a result of the services provide

Platform-as-a-Service is a category of cloud computing services that provides
a platform allowing customers to develop, run, and manage applications
without the complexity of building and maintaining the infrastructure

A systems integrator is a person or company that specializes in bringing
together clients' disparate hardware and software subsystems into a
comprehensive IT solution

IBM's cloud model for running its Z mainframe systems on its distributed
computing environment
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