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Introduction

After a period of substantial growth, the digital workplace
market has experienced a period of slowdown largely due
to the prevalent global macroeconomic conditions, which
has accelerated the cycle of realization among enterprises
that are now striving toward realization of their prior
investments. However, the upcoming years are poised to
experience a resurgence in enterprise investment trends.
Notably, this resurgence will be marked by a heightened
emphasis on a strategic combination of cost optimization
and transformative initiatives. At the forefront of this
paradigm shift stands the integration of generative Al,
signifying a pivotal force driving change within the
organizational landscape.

In North America, existing economic headwinds have
prompted enterprises to scrutinize their spend and intensify
their focus on business value outcomes and value creation
throughout their workplace transformation journey. At the
same time, there is a growing interest in industry-specific
workplace solutions, generative Al-driven innovations, and
product-oriented approaches. Service Providers (SPs) are
focusing on strengthening their capabilities to aid
enterprises in their workplace engagements.
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In the research, we present an assessment of 28 digital
workplace service providers featured on the Digital
Workplace Services PEAK Matrix® Assessment 2024 —
North America.

The full report includes the profiles of the following 28

leading digital workplace providers featured on Digital

Workplace Services PEAK Matrix — North America:

e Leaders: Cognizant, HCLTech, Infosys, NTT DATA,
TCS, and Wipro

e Major Contenders: Accenture, Atos, Bell Techlogix,
Capgemini, Compucom, Computacenter, DXC
Technology, Fujitsu, Kyndryl, Lenovo, LTIMindtree,
Milestone Technologies, Mphasis, Pomeroy, Stefanini,
Unisys, and Zones

e Aspirants: Birlasoft, Brillio, GAVS Technologies,
Microland, and UST

Scope of this report

Geography: North America

Industry: 28 leading digital workplace
service providers

Services: Digital workplace services


https://www2.everestgrp.com/reportaction/EGR-2024-66-R-6636/ToC

Digital workplace services PEAK Matrix® characteristics

Leaders

Cognizant, HCLTech, Infosys, NTT DATA, TCS,

and Wipro

e Leaders continue to showcase high expertise and
experience in delivering end-to-end workplace
engagements, while maintaining client satisfaction
through their balanced portfolio, coherent vision,
and robust suite of agnostic and contextualized IP
and solutions, supported by skilled talent and
strong delivery capabilities

e Further, these providers have been able to
effectively leverage next-generation themes such
as Copilot and generative Al backed by their
expansive partnerships with technology vendors,
niche providers, and start-ups to co-create
solutions and engage in joint Go-to-market (GTM)
in this space to deliver quick business outcomes
to enterprises

* However, despite this Leaders face tough
competition from Major Contenders in both
retaining and winning new deals and must
continue enhancing their capabilities to offer
clients unique benefits
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Major Contenders

Accenture, Atos, Bell Techlogix, Capgemini,

Compucom, Computacenter, DXC Technology,

Fujitsu, Kyndryl, Lenovo, LTIMindtree, Milestone

Technologies, Mphasis, Pomeroy, Stefanini, Unisys,

and Zones

e While these providers continue to strive to
augment their broader workplace capabilities with
targeted investments in developing their suite of
IP and technology, delivery capabilities, and
partnership ecosystem, their end-to-end
workplace services capabilities continue to have
some visible gaps

* Despite building meaningful capabilities across
workplace segments, their portfolio and delivery
capabilities are not as balanced as Leaders',
reflecting in their relative market success

e However, these providers are making targeted
investments in talent skills, delivery frameworks,
internal IP, and partnerships to address capability
gaps, positioning themselves as strong
contenders to Leaders in workplace services

Digital Workplace Services PEAK Matrix® Assessment 2024 — North America | 3

Aspirants
Birlasoft, Brillio, GAVS Technologies, Microland, and UST

e Aspirants' workplace services show gaps in service
scope, internal IP maturity, and coverage across
industry verticals and geographies

¢ However, these provides are focused on expanding
their workplace capabilities through investment in
service flexibility, experience-centricity, and technology
partnership to strengthen to help generate major
workplace revenue and improve market positioning
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Everest Group PEAK Matrix®
Digital Workplace Services PEAK Matrix® Assessment 2024 — North America | HCLTech is positioned as a Leader

Everest Group Digital Workplace Services PEAK Matrix® Assessment 2024' — North America
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Measures impact created in the market
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Measures ability to deliver services successfully

1 Assessments for Accenture, Brillio, and Microland excludes service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (Tl) database, provider public disclosures, and Everest Group’s interactions with insurance buyers
Source: Everest Group (2024)
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HCLTech profile — North America (page 1 of 6)

Overview

Digital workplace services vision

HCLTech’s primary vision is to design experiential, sustainable, and inclusive workplaces for
enterprises while aiming to be a robust service provider. HCLTech strives to build a FLUID workplace
that is intuitive, personalized, and available on-demand and a workplace that is human-centered,
hybrid, and delivers a consumer-grade experience with enterprise-level security, respects user
demographics, and focuses on employees’ well-being.

Digital workplace services revenue (CY 2023)

<US$200 million US$200-500 million US$500 million-1 billion >US$1 billion
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Digital workplace revenue mix (CY 2023)

Low (1-10%) @ Medium (11-20%)

By industry

@ High (>20%)

@ BFSI

® Electronics, hi-tech,
and technology

Public sector

By buyer size

Energy and utilities

Healthcare and
life sciences

Retail and CPG

@ Manufacturing

Telecom, media,
and entertainment

Travel and transport

Small (annual client
revenue <US$ 500 million)

@® Large (annual client
revenue US$5-20 billion)

By IT services segment

Mid (annual client revenue
US$500 million-1 billion)

Mega (annual client
revenue >US$20 billion)

® Medium (annual client
revenue US$1-5 billion)

® Asset management

® Desktop management
and virtualization

@ Service desk

By geography

Deskside support

IT service management

Smart workplace

@ Enterprise mobility

® Unified Communication
and Collaboration (UCC)

Gen Al in the workplace

@ United States

Canada

Mexico
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HCLTech profile — North America (page 2 of 6)
Solutions

[REPRESENTATIVE LIST]
Proprietary solutions for digital workplace services

Solution name Details

FLUID Workplace powered e This solution helps to identify and create persona-based use cases using gen Al, leveraging custom-trained LLMs. This provides jump start in terms of deploying the solution quickly
by GenAl e |t also has the contextual knowledge and understanding of the customer's environment

HCLTech WorkBlaze e This solution manages the end-user IT environment through proactive real-time detection of events, endpoint device performance, application performance, and user activities for

the investigation of probable causes of incidents and improving the overall experience of users

e |t incorporates smart sensors (Al-enabled) that monitor in real time and intelligently identify patterns

RetailNXT e RetailNXT is a comprehensive solution for organizations ensuring the modernization of store, workforce, and back-end infrastructure

e The solution entails technology estate management, inventory and performance management, usage analysis, real-time UX feedback using facial recognition technology, and
sentiment analysis

HCLTech eSense This solution shifts focus toward measuring user experience rather than SLAs. Employee productivity loss is recorded for various parameters.

Sustainability This solution has a single platform that provides detailed monitoring, reporting, and governance on key sustainability parameters. It pulls data across devices, spaces, and applications
to provide a sustainability score for users and administrators.

Enterprise Copilots — Microsoft  This solution provides end-to-end Copilot-based offerings right from the initial assessment of the environment, persona definition, identity and security enablement, implementation,
365 copilots with SharePoint adoption services, and a steady-state run.
Syntex and Zoom Al companion

Svalinn This solution enables a reliable, resilient work-from-anywhere experience by ensuring maximum security and uncompromised productivity.

Digitally Enabled This solution caters to front-line workers across industries such as retail, healthcare, transportation, and logistics.
Front-line Workers

HCLTech BeeHive This solution facilitates users with an end-to-end meeting solution starting from room booking, visitor management, in-room collaboration experience, and Al-enabled
meeting assistant.
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HCLTech profile — North America (page 3 of 6)

Solutions

[REPRESENTATIVE LIST]

Proprietary solutions for digital workplace services

Solution name Details

Smart Support Hub This solution offers the digitization of Field Service Operations (FSO) that helps customers with video conferencing solutions and Kernel-based Virtual Machines (KVM) functionality
with quick responses to all IT issues.

Smart Retail This solution offers a customized store experience with the help of updated and personnel-based devices, expert design/consulting, analytics services, collaboration/business app

Store-as-a-service deployment, and signage.

Other digital workplace solutions include Intel Al PC, loT-based smart sensors, DigiPrint, Go Mapping, DRYICE OptiBOT, FlexSpace 5G, Unified Workxpace, Secure Shield, and HCLTech OnSight.
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HCLTech profile — North America (page 4 of 6)

Recent investments

[REPRESENTATIVE LIST]
Digital workplace services investments

Investment name/theme Details

Acquisition e Acquired Australian IT firm, DWS Ltd., to further expand its digital offerings, especially in the ANZ region
e Acquired Symantec to enhance expertise across endpoint security, web security services, cloud security, and Data Loss Prevention (DLP)

e Acquired Strong Bridge Envision to enhance its existing consulting portfolios into CX strategy, business transformation, and change management; with this acquisition, HCLTech
now provides strategy, design, and implementation of enterprise-wide solutions that are designed to deliver meaningful Rol in a digital economy

Delivery center e HCLTech has opened new delivery centers in Hamilton (New Zealand), Toronto and New Brunswick (Canada), Hartford (Connecticut), Vietnam, Sri Lanka, and Lithuania
(Investment) e HCLTech has introduced Morrocco as a new delivery center from where it is enabling French language Support
Innovation and investments e HCLTech is working on several custom gen Al use cases and is invested with multiple e Microsoft advanced specializations: HCLTech claims to have five advanced
partners to deliver gen Al-powered outcomes specializations for M365 (teamwork deployment, Teams calling, modernized endpoints,
e Invested in Kalido, which is an Al-enabled liquid workforce and skills development meeting and meeting rooms, and Azure Virtual Desktop)
platform product that will help create future-proof workplace technology and soft skills e Delivery optimization: enables verticalized delivery for perfect alignment with the sales,
e Invested in FLUID centers, which are workplace skills and scale centers built on the this ensures that even the finest nuances of the customer’s business context are
MAS3 framework incorporated in operations (clinical vs. IT desk and Field Service Optimization (FSO) for

e Invested in Innovation labs operational technology) and that they deliver on Experience level Agreement (XLAs)

e Workplace experience consulting: HCLTech expanded its B2E consulting arm in
multiple regions for creating user journeys, launching a consulting catalog and
integration (with a strong bridge envision portfolio), transitioning from Service Level
Agreement (SLA) to Experience Level Agreement (XLA), and enabling compassionate
change management

— Digital experience center and innovation lab
— UCC Experience Studio

— Workplace FLUID experience center

— Customer co-innovation lab

— loT and accessibility lab

— DRYICE labs

e |nvested in CoEs
e Technology consulting: this team is instituted for day 0 support and onboarding

* SkunkWorks @FLUID digital workplace transformative accounts, and has expanded security consulting with the Symantec
— Open Al / Gen Al acquisition

— Workplace sustainability

e Sustainable digital workplace: this is an exclusive catalog of solutions aimed at
delivering carbon-neutral workplaces

/I;erest Group®
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HCLTech profile — North America (page 5 of 6)

Partnerships

[REPRESENTATIVE LIST]
Digital workplace services partnerships
Partner name Details

Microsoft e | everages this partnership by claiming to be the third largest Global Systems Integrator (GSI) recognized by Microsoft in terms of the number of seats managed for the modern
workplace matrix and the earliest partner to adopt Microsoft Viva

e Claims to have five advanced specializations for M365 (teamwork deployment, Teams calling, modernized endpoints, meeting and meeting rooms, and Azure Virtual Desktop)
e Attained preview access to all Al tools by MS Azure Al Studio service, Azure Al Prompt flow service, Azure Open Al Plugins service, and M365 Copilot
e Created HCLTech Unified Workplace Intelligence, a new workplace security solution, based on Azure Sentinel and MS ATP, and is the earliest partner to adopt MS Viva

Apple e Claims to be the first Indian-origin service provider to formally onboard Apple as a strategic partner
® Provides an alternate stack on MacOS and iOS for design-oriented functions, mobile workforce, and DW experience consulting for Apple-powered enterprises
e Enables end-to-end lifecycle management with proactive analytics for MacBooks, iPhones, and iPads

e | everages the status of Apple-managed service provider and has the ability to run joint PoCs/assessments of MAC readiness for potential customers; has the flexibility to enable the
resale Apple services (AppleCare for Enterprise)

Intel e | everages this partnership for creating a strategic board of advisors where HCL Technologies will be presenting its roadmap / key strategy elements
e Builds its comprehensive solution jointly with Intel under FlexSpace that covers Intel vPRO
e | everages Intel's Meteor Lake chip platform and OEMs such as Lenovo and HP; utilizes its powerful Neural Processing Unit (NPU) to run high-performance Al workloads

Moveworks Leverages this partnership to build an intelligent virtual assistant powered by custom LLM models.

Closing the Loop Leverages this partnership to turn circular economy into reality where device life cycle has been revisited end-to-end and safe disposal/refurbishing of IT/asset/device waste is ensured.
Poly Leverages this partnership to provide support for UCC/meeting room devices, device procurement, and devices for remote working employees.

Google Leverages this partnership to utilize Google’s cloud strategy and is a workplace-on-the-go partner for engagements such as Google Workspace implementations and adoption, and

Chromebooks for enterprises
Cisco Leverages this partnership as unified communication and collaboration partner and benefits from Cisco’s expertise to deliver complex global IT transformation projects

Other digital workplace partnerships include Avoma, Condeco, Yellow.ai, Aisera, VMware, Dell, HP, Lenovo, WalkMe, Zebra, Signifi/I[VM Inc., Swish.Al, Nutanix, Citrix, and Happy Signals.
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HCLTech profile — North America (page 6 of 6)

Everest Group assessment — Leader

Measure of capability: @ Low . High

Market impact Vision and capability
Vision and Scope of services Innovation and
Market adoption Portfolio mix Value delivered Overall strategy offered investments Delivery footprint Overall

o o 9 o o o o P ®

Strengths Limitations

e Enterprises would benefit from HCLTech’s strong consulting-led approach, e While HCLTech's advances in next-generation themes such as verticalized
bolstered by its dedicated team of over 1,000+ consultants, backed up credible copilots and Al PCs show promise, they are still a work in progress with limited
proof points across various technology themes proof points

e Enterprises with a large base of frontline workers would value HCLTech's focus e Smaller clients with niche, single-tower scopes may feel sidelined due to
on this space, exemplified through its partnership with Microsoft and Zebra, to HCLTech's disproportionate focus on large deals
deliver comprehensive frontline collaboration and connectivity solutions e Enterprises seeking nearshore support in Canada and Mexico should do further

e Clients may find value in its approach of vertically re-aligning their delivery teams due diligence on HCLTech, given its limited delivery footprint in these regions
with its sales organizations, to ensure deeper integration of business context e Some clients have also highlighted the need for it to be more proactive in

e Enterprises can benefit from its robust partner ecosystem across both niche and suggesting innovative solutions in their environments
marquee providers, backed by joint GTMs and IP such as its joint offering with e Clients have also expressed concerns about staffing and talent management
Intel, leveraging the VPro platform to enhance its FlexSpace offering issues such as understaffing, retention, and a lack of enterprise understanding

e Clients highlight HCLTech'’s client management skills as its key strengths
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Appendix

PEAK Matrix® framework
FAQs
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Everest Group PEAK Matrix® is a proprietary framework for assessment of market impact and
vision and capability

Everest Group PEAK Matrix

High

Major Contenders

Market impact
Measures impact created in the market

Low

Low Vision and capability High

Measures ability to deliver services successfully
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MATRIX®

Services PEAK Matrix® evaluation dimensions

Measures impact created in the market — 4
captured through three subdimensions

Leaders
Market adoption

Number of clients, revenue base,
YoY growth, and deal value/volume

Major Contenders

Portfolio mix
Diversity of client/revenue base across
geographies and type of engagements

Market impact

Value delivered

Value delivered to the client based on customer
feedback and transformational impact

Vision and capability

Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy Scope of services offered Innovation and investments Delivery footprint
Vision for the client and itself; Depth and breadth of services  Innovation and investment in the enabling Delivery footprint and global
future roadmap and strategy portfolio across service areas, e.g., technology IP, industry/domain sourcing mix

subsegments/processes knowledge, innovative commercial

constructs, alliances, M&A, etc.
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FAQs

Q: Does the PEAK Matrix® assessment incorporate any subjective criteria? Q: What is the process for a provider / technology vendor to leverage its PEAK Matrix positioning?
A: Everest Group’s PEAK Matrix assessment takes an unbiased and fact-based approach that A: Providers/vendors can use their PEAK Matrix positioning or Star Performer rating in multiple ways
leverages provider / technology vendor RFls and Everest Group’s proprietary databases containing including:
providers’ deals and operational capability information. In addition, we validate/fine-tune these results e Issue a press release declaring positioning; see our citation policies

K . . . . iofings.
based on our market experience, buyer interaction, and provider/vendor briefings e Purchase a customized PEAK Matrix profile for circulation with clients, prospects, etc. The package

Q: Is being a Major Contender or Aspirant on the PEAK Matrix, an unfavorable outcome? includes the profile as well as quotes from Everest Group analysts, which can be used in PR

A: No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors
in a particular space. There are a number of providers from the broader universe that are assessed
and do not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is
itself a favorable recognition.

e Use PEAK Matrix badges for branding across communications (e-mail signatures, marketing
brochures, credential packs, client presentations, etc.)

The provider must obtain the requisite licensing and distribution rights for the above activities through

an agreement with Everest Group; please contact your CD or contact us
Q: What other aspects of the PEAK Matrix assessment are relevant to buyers and providers other than

the PEAK Matrix positioning?

A: A PEAK Matrix positioning is only one aspect of Everest Group’s overall assessment. In addition to
assigning a Leader, Major Contender, or Aspirant label, Everest Group highlights the distinctive
capabilities and unique attributes of all the providers assessed on the PEAK Matrix. The detailed
metric-level assessment and associated commentary are helpful for buyers in selecting
providers/vendors for their specific requirements. They also help providers/vendors demonstrate their
strengths in specific areas.

Q: Does the PEAK Matrix evaluation criteria change over a period of time?

A: PEAK Matrix assessments are designed to serve enterprises’ current and future needs. Given the
dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality and to serve enterprises’
future expectations.

Q: What are the incentives for buyers and providers to participate/provide input to PEAK Matrix
research?
A: Enterprise participants receive summary of key findings from the PEAK Matrix assessment

For providers

* The RFI process is a vital way to help us keep current on capabilities; it forms the basis for our
database — without participation, it is difficult to effectively match capabilities to buyer inquiries

® |n addition, it helps the provider/vendor organization gain brand visibility through being in included
in our research reports
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Stay connected

Dallas (Headquarters) Delhi
info@everestgrp.com

+1-214-451-3000

Bangalore
india@everestgrp.com
+91-80-61463500

Website Follow us on

everestgrp.com

Blog
everestgrp.com/blog

india@everestgrp.com
+91-124-496-1000

Toronto
canada@everestgrp.com
+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering
through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please read this notice carefully and in its entirety. By accessing Everest Group materials, products or services, you agree to Everest Group’s Terms of Use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use, is hereby incorporated by reference as if
fully reproduced herein. Parts of the Terms of Use are shown below for convenience only. Please refer to the link above
for the full and official version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulation Authority (FINRA), or any state or foreign (non-U.S.) securities regulatory
authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the
law or any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. All properties,
assets, materials, products and/or services (including in relation to gen Al) of Everest Group are provided or made
available for access on the basis such is for informational purposes only and provided “AS IS” without any warranty of any
kind, whether express, implied, or otherwise, including warranties of completeness, accuracy, reliability, noninfringement,
adequacy, merchantability or fitness for a particular purpose. All implied warranties are disclaimed to the extent permitted
by law. You understand and expressly agree that you assume the entire risk as to your use and any reliance upon such.

Everest Group is not a legal, tax, financial, or investment adviser, and nothing provided by Everest Group is legal, tax,
financial, or investment advice. Nothing Everest Group provides is an offer to sell or a solicitation of an offer to purchase
any securities or instruments from any entity. Nothing from Everest Group may be used or relied upon in evaluating the
merits of any investment. Do not base any investment decisions, in whole or part, on anything provided by Everest Group.

Everest Group materials, products and/or services represent research opinions or viewpoints, not representations or
statements of fact. Accessing, using, or receiving a grant of access to Everest Group materials, products and/or services
does not constitute any recommendation by Everest Group to (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or
representation as to past, present, or future performance of a business or a market. The information contained in any
Everest Group material, product and/or service is as of the date prepared and Everest Group has no duty or obligation to
update or revise the information or documentation.

Everest Group collects data and information from sources it, in its sole discretion, considers reliable. Everest Group may
have obtained data or information that appears in its materials, products and/or services from the parties mentioned
therein, public sources, or third-party sources, including data and information related to financials, estimates, and/or
forecasts. Everest Group is not a certified public accounting firm or an accredited auditor and has not audited financials.
Everest Group assumes no responsibility for independently verifying such information.

Companies mentioned in Everest Group materials, products and/or services may be customers of Everest Group or have
interacted with Everest Group in some other way, including, without limitation, participating in Everest Group research

activities.
/E\verest Group®

With you on the journey
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