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The future of global capability
centres in India

Foreword

Over the past two decades, we have witnessed a quiet evolution as India has steadily and strategically positioned itself as
a global hub for value-driven, innovation-forward global capability centres (GCCs). Initially driven by cost arbitrage and
scale, the GCC landscape in India has transformed from support services to collaboration and co-creation.

With nearly 3,000 GCCs! and 2 million skilled professionals,? India has the highest concentration of GCCs in the world
— the scale of this ecosystem is unmatched. Today, Indian GCCs operate across various service lines — from research and
development (R&D), artificial intelligence (AI), and digital transformation to tax, finance, compliance, sustainability
reporting, and cybersecurity. And the key differentiator of these GCCs is their ability to strategise, curate new business
models and deliver high-impact, sustainable outcomes.

Much like Silicon Valley, where several startups established a self-sustained innovation cycle by reinvesting in their
ecosystem, organisations are now doubling down on their India-based GCCs. This highlights the transformation and shift
in perception of GCCs from offshore units to global hubs for strategic capabilities.

Our survey of 120 senior executives from GCCs and another 120 from their respective headquarters (HQs) indicates that
GCCs have evolved into cost-effective innovators and multidisciplinary centres of excellence (CoEs). During FY20-24,
they generated value at a weighted average compounded annual growth rate (CAGR) of 10-11% with a diversified
workforce, despite managing a relatively small part of their HQs’ global processes.

However, with the global environment continuing to be in a state of flux, there is still more to do. Megatrends and
disruptions such as demographic changes, climate concerns, evolving technologies along with social challenges have
heightened the need for both agility and innovation. As a result, GCCs are no longer in a peripheral position but are a
core part of the wider transformation agenda. This in turn calls for stronger alignment between GCCs and their HQs.
While both agree on the strategic vision, our study found that execution misalignments across value definitions, resource
allocation, governance and metrics persist. These gaps are not just operational hiccups; they represent lost opportunities.
Our research shows that addressing these gaps can help improve GCC value generation by a CAGR of 3-4%, over and
above the current expected projections.

While leaders of GCCs and their HQs unanimously agree on the overall vision for their respective GCCs, alignment issues
surface when they collaborate to execute this vision. This is particularly pronounced in product-based GCCs. Governance
models are often misaligned, and metrics tend to focus on effort, not impact.

1. https://www.ndtvprofit.com/business/india-the-gcc-capital-of-the-world-says-nasscom-zinnov-report
2. https://www.indiabudget.gov.in/economicsurvey/doc/echapter.pdf


https://www.ndtvprofit.com/business/india-the-gcc-capital-of-the-world-says-nasscom-zinnov-report
https://www.indiabudget.gov.in/economicsurvey/doc/echapter.pdf
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But these are not insurmountable challenges. Our interactions with leaders of both GCCs and their respective HQs point
to a clear playbook:

1
2
3.
4
5

co-creating a shared definition of value that reflects both strategic and operational priorities
institutionalising open communication between GCC and HQ leadership to foster trust and agility
promoting cross-functional collaboration to bridge cultural and operational differences
celebrating joint successes to reinforce a culture of partnership

collaborating with trusted partners to build target operating models, pilot innovative solutions, and de-risk
execution.

With the right interventions, GCCs can unlock further value and drive stronger strategic influence. The opportunity

ahead is huge, and leveraging that potential is critical.

The next generation of value creation will be rooted in addressing human needs — make, move, care, build, power,

connect and govern — and GCCs will need to play integrative roles. This will not only entail scaling offerings but will also
require the capacity to shape societal impact. As GCCs continue to evolve, leaders will need to think beyond managing
delivery and reimagine what is possible — to prioritise creativity and work towards exponential growth.

The world is looking at India — not just to deliver, but to lead. GCCs can pave the way. Unlocking the country’s vast
potential, they can elevate their role as strategic architects of global growth, activating value in motion.

Sanjeev Krishan
Chairperson, PwC in India
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Research
highlights at a
glance

*  GCCs have progressively developed into a key driver
of India’s growth, creating high-value employment
opportunities for its youth, especially women.

e Qur survey of 120 senior executives each from
GCCs and their respective HQs reveals that during
FY20-24, GCCs generated value at a weighted average
compounded annual growth rate (CAGR) of 10-11%
for their respective HQs.

e During FY25-29, GCCs are expected to grow value
for their HQs at a weighted CAGR of 11-12%.

* However, over the years and despite the best
intentions, value creation has suffered due to gaps
between GCCs and their HQs in areas such as resource
allocation, performance measurements and
governance.

* GCCsand HQs agree that these gaps must be plugged
through stronger open communication on defining
value and processes to achieve it, robust cross-
functional collaboration, and collective celebration
of achievements.

* By plugging these gaps, value generation growth of
GCCs could be improved by an estimated weighted
average CAGR of 3-4% over and above the 11-12%
they are expected to achieve during FY25-29.

* Leaders of both GCCs and their HQs identify the
following three priority areas for this journey to begin:

* managing the rising cost of digital
transformation solutions in collaboration with
startups

* meeting the increased demand for artificial
intelligence (AI) solutions

e addressing the growing cybersecurity threats
with deep engineering and software skills.

e We at PwC India are committed to helping GCCs and
their HQs on the strategic and operational aspects of
this journey, as a trusted partner.
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Executive summary
The GCC landscape in India

The growth of GCCs began in India way back in 1985 when
a Texas-based semiconductor company established its
offshoring office in Bengaluru. Initially known as ‘captive
centres’ with information as the pivot, they were later
rechristened global in-house centres (GICs) that focused
on deriving insights. Today, these centres have evolved into
GCCs, driven primarily by innovation and intelligence, and
are integral to India’s sustainable economic development
and transformation into a global digital powerhouse.

India currently has more than 2,975 GCC units* and
accounts for the world’s largest share of GCCs, as per
a 2024 NASSCOM-Zinnov report.® According to the

Economic Survey 2024-25, as of FY24, GCCs in India

Figure 1: Evolution of GCCs in India

Airlines and
technology
companies, in
particular, set up
offices for back-end
operations.

Early 2000
onwards

GCCs focus on
business support

A Texas-based tasks and IT
semiconductor support services
company sets up along with

an R&D facility in back-office
Bengaluru. operations.

Source: PwC India report, Research and Insights Hub

*the total number of units established by GCCs in India
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employed nearly 1.9 million professionals.* Consistent
performance, innovative solutions and a commitment to
shared goals have helped these GCCs to transform into
centres of excellence (CoEs), and build trust with their
HQs for long-term success and growth.

Today, GCCs operating across all service lines have gone
up the value chain, adding new capabilities — beyond cost
and scale — to their global portfolio and delivering complex
work that demands a granular understanding of business
context and imperatives. Silos are being broken, enabling
local market expansion and strategic local partnerships for
the HQs, and global roles are slowly being anchored from
the India offices.

GCCs start GCCs operate
assuming across all service
end-to-end lines and deliver
ownership of the complex work that
global product demands

lifecycle. understanding of

business context
and imperatives.

2020
onwards

GCCs evolve into
CoEs driving
innovation across
multi-function
portfolios with
expertise in new-age
technologies.

3. https://www.ndtvprofit.com/business/india-the-gcc-capital-of-the-world-says-nasscom-zinnov-report

4. https://www.indiabudget.gov.in/economicsurvey/doc/echapter.pdf


https://www.ndtvprofit.com/business/india-the-gcc-capital-of-the-world-says-nasscom-zinnov-report
https://www.indiabudget.gov.in/economicsurvey/doc/echapter.pdf
https://www.pwc.in/assets/pdfs/six-imperatives-to-scale-up-the-global-capability-centre-market-in-india/six-imperatives-to-scale-up-the-global-capability-centre-market-in-india-v1.pdf
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However, the five global megatrends — technological
disruption, a fracturing world, social instability,
climate change and demographic shifts — are making

it difficult for leaders to set priorities, create and
preserve value. Going forward, value amplification will
entail new value propositions to be driven by new value
pools with domains of growth as the pivot to design,
engineer, and deliver both products and services.

PwC India’s latest research indicates that despite the
best intentions, partial alignment in both product- and
service-based companies is leading to missed growth
opportunities and lower value generation. Complete
alignment between GCCs and their HQs across the
entire execution value chain can increase value
generation by up to 14-15% for FY25-29, up from the
weighted average CAGR of 10-11% clocked during
FY20-24.
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PwC India’s research on GCCs
and their respective HQs

A total of 240 senior leaders, primarily CXOs — 120 from
GCCs and 120 from their respective HQs — participated in
this PwC India survey conducted over two months.
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While 10% of the responses came from companies

that established GCCs before the 2000s, 27% of the
companies in the sample established GCCs between 2000
and 2010, 45% between 2010 and 2020, and 18% post-
2020. About 46% of the surveyed HQs have an annual
sales turnover of more than USD 30 billion, around 34%
have an annual sales turnover between USD 1-10 billion,
while the remaining make between USD 10-30 billion in
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annual sales.
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GCCs in India and their respective HQs surveyed in our research
Figure 2: Representation across time horizons and revenue streams

Year of establishment of GCCs in India Global sales turnover of the surveyed companies

USD 1.1-5bn

USD 10.1-15 bn

. USD 5.1-10 bn

USD 15.1-20 bn

27%

2000-2010

USD 20.1-25 bn

USD 25.1-30 bn

. USD 30 bn and above

Figure 3a: C-suite and C-1 level executives covered

81% 19% 43%
C-level C-1 level Product-based
(CEO, COO, CTO, (Head of India

CMO, CSO) operations,VP of global

delivery, VP of India
operations)

46%

57%

Service-driven




Catalysing value creation in Indian global capability centres PwC 11

Figure 3b: The survey covered company representatives across both product and service-
based industries

Industries Respondents by departments

43% - I57%

Products Services

Operations 19%

Technology 18%
Human resources 16%

Executive management

----- - Sales

Finance and tax

B Banking, financial services and insurance ® Energy

Marketing
Software and platform = Healthcare servces ™ Pharmaceuticals
= Manufacturing (automotive, aerospace, etc.)
Retail and consumer ' Life sciences
With the ongoing global supply chain and trade tensions, e expectations the leaders of GCCs and their HQs have
alignment between HQs and their GCCs has become from their operations in India during FY25-29

strategically important to maintain and enhance the
strategic and operational competitiveness of HQs. Our
survey of 120 senior executives from GCCs and another

e challenges faced by GCCs and their HQs in aligning
with the larger strategic and operational goals

120 from their respective HQs within the space of both * business value at stake due to alignment gaps

products and services accordingly focused on examining: between GCCs and their HQs

«  value contribution of GCCs perceived through the * expected actions from GCCs to overcome alignment
lens of their respective leaders in India and the HQs challenges and boost their strategic positioning, going

during FY20-24 forward.
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Our research reveals that GCCs have evolved into cost-
conscious innovators and multifunctional CoEs for their
HQs by leveraging a diversified workforce. Today, GCCs
operating across all service lines have gone up the value
chain, adding new capabilities — beyond cost and scale — to
their global portfolio and delivering complex work that
demands a granular understanding of business context
and imperatives. Interestingly, product-based companies
are ahead in this maturity curve - especially as cost-
conscious innovators — compared to service-based
companies.

Our research also indicates that GCCs generated value at
a weighted average CAGR of 10-11% during the period
FY20-24, despite managing only a relatively small part

of their HQs’ global processes. However, over the years,
despite the best intentions, value creation has suffered
due to gaps between GCCs and their HQs in areas such

as resource allocation, performance measurements and
governance.

GCCs and HQs agree that these gaps must be plugged.
Hence, they recommend that GCCs and their respective
HQs must:

e Begin the journey of value creation by defining the
meaning of value collaboratively.

* Build open communication channels across the top
management at the HQs and their GCCs to help design
processes and methods that deliver the desired value.

PwC 12

¢ Drive more cross-functional collaboration between
the GCCs and their HQs to understand each other’s
cultures and ways of executing a task.

e Celebrate outcomes driven by collaborations
between teams across the HQs and GCCs.

GCC and HQ leaders acknowledge that by plugging

the gaps through implementing the proposed actions,
value generation could be improved by an estimated
weighted average CAGR of 3-4% over and above the
11-12% they are expected to achieve during FY25-29.
This means value generation by GCCs can therefore go
up to 14-15% for FY25-29.

Both the GCCs and HQs of product-based and service-
driven groups agree on key areas where GCCs must
support their respective HQs during FY25-29 by executing
the selected actions, providing more opportunities to
innovate and keep value in motion. Areas earmarked

for GCC-HQ collaborative and aligned action during
FY25-29 include:

* managing the rising digital transformation costs
* meeting the increased demand for Al solutions, and

* addressing the growing cybersecurity threats.

The prominent roles that are likely to be assigned to Indian
GCC leaders as they drive aligned and collaborative action
in these areas during the next three to five years include
global R&D head and global head for software products
and design.
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India as a destination of choice
for setting up GCCs

India stands as a premier destination for setting up GCCs,
with global companies committed to maintaining their
presence in the country. In fact, less than 25% of business
leaders are considering relocating their India GCC
operations. Instead, they envision these centres leveraging
Al and digital technologies to design and build intelligent
products and services, growing the nation’s intellectual
property footprint globally.

Moreover, the announcement of a national framework
for GCCs in Union Budget 2025-26 underscores India’s
strategic direction. This framework aims to guide states
in promoting GCC development in tier-2 cities, thereby
strengthening the overall ecosystem. States like Karnataka,
Telangana, Andhra Pradesh, Gujarat and Maharashtra
are actively drafting or implementing GCC policies to
attract investments, foster job creation, skill development
and economic growth. By considering recommendations
from GCC and HQ leaders, India is poised to enhance its
technological ecosystem and advance towards the goal of
becoming a developed country by 2047.

1

India operations are critical to
complete the global picture that we
operate in and to execute what we
need to do for our clients. We are
continuously tracking the growth
potential in India since it is a key
member of our emerging market
business.”

Executive at a BFSI firm’s HQ

It is also important to note that the number of GCCs that
have a tax CoE is small. As a result, there is significant
untapped potential and value that could be harnessed
to optimise tax operations and enhance overall business

PwC 13

efficiency. Increasing complexity and cost of compliance/
reporting is a notable concern for the HQs. Delayed
compliances/reporting, cash traps, elongated audits and
lost credits are missed opportunities for the HQs. These
could have been addressed through the GCCs, thereby
minimising value gaps. Additionally, positive value can be
contributed through GCCs using centralised dashboards,
leveraging data adjacencies with their finance function,
analytics and Al.

1

Our emphasis will be on new
technological advancements and
this means that we will collaborate
with multiple startups and tech
institutions and try to identify new
revenue streams.”

Marketing executive at a retail
and consumer firm’s GCC

Increasing harmonisation of tax laws across
jurisdictions along with access to a local skilled
workforce with knowledge of global tax regulations
presents an opportunity to utilise GCCs as tax CoEs.
This centralisation would not only streamline tax
operations but it could also capitalise on the adjacencies
arising from mature finance functions already established
in existing GCCs.

The future of an efficient tax function is contingent on
data centralisation along with analytics, integration with
enterprise resource planning (ERP) and automation. GCCs
can provide increased value for their respective HQs by
playing a significant role in this space.

In all of this, the role of a trusted partner is critical. Be
it developing a target operating model, solution design,
prototype, or engaging risk and tax experts early on, or
even piloting solutions and de-risking scaling, a trusted
partner could facilitate the GCC-HQ alignment journey,
thus leading to accelerated value creation.
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India’s win-
win model of
growth

Over the past decade, GCCs have significantly evolved as
value architectures, supporting models of value creation
that have benefited the world at large. GCCs, in fact, have
placed India in the orbit of industrial nations that have
provided distinctive value architecture frameworks to the
world. The Silicon Valley in the US and Kaizen in Japan are
value architectures that added sustained domestic value
to their economies through continuous improvements in
quality, productivity and other areas. Along similar lines,
it is imperative for GCCs to strategise to develop value
creation models and assets integral to the success of their
HQs, which in turn could enhance India’s soft power.

Today GCCs in India have matured as cost-conscious
innovators and multifunctional CoEs. They are fast
becoming central to their HQs’ growth strategy.
Driven primarily by innovation and intelligence, they are
integral to India’s sustainable economic development and
transformation into a global digital powerhouse.

1

As one of our innovation hubs,

GCCs are adding value by

creating products through digital
transformation. They are among our
core contributors to applied research
and offer client-centric solutions.”

Executive at a software platform firm’s HQ
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Figure 4: The services landscape of GCCs: Comprehensive view of HQ and GCC leaders

77% 38%
I [
Sales and marketing support
(Market analysis and segmentation, digital
marketing and social media management,
lead generation and campaign
management, customer relationship
management [CRM] support)

/8% 60%
I

Knowledge process outsourcing

(Market research and business intelligence,
financial analysis and investment research,
legal research and documentation, compliance
and regulatory services)

88%
I

Sustainability services

(Measuring carbon footprint, carbon
emission reduction and assessment,
improving energy efficiency of data
centres, conducting energy audits to
identify opportunities for energy savings,
preparing sustainability reports in
accordance with global standards such as
Global Reporting Initiative [GRI],
Sustainability Accounting Standards
Board [SASB] and Task Force on
Climate-Related Financial Disclosures
[TCFD])

53% ¥

85%
B

Supply chain and logistics

(Demand planning and forecasting, inventory
management, logistics and distribution
management, supplier relationship management)

38%

Types of
service
offerings

96%
I

Shared services

® 100%
I S

Digital transformation and innovation

(Digital strategy and consulting, Al and GenAlI algorithm
development, insights with big data analytics, Al and GenAl,
automation and robotic process automation [RPA], Internet
of things [IoT] solutions, blockchain development,
augmented reality [AR] and virtual reality [VR]
applications)

91%

= 96% 94%
I S

Business process management
(Software development and maintenance,
application management and support, IT
infrastructure management, cloud services
and migration)

93% 88%
I I

Cybersecurity services
(Application security, cloud
security, forensics and incident
response, security pertaining to
emerging tech [e.g. [oT security,
blockchain security], vulnerability
management)

92%
I

88%
E—

Research and development

(Innovation labs and technology research,
product development and design, engineering
and prototyping, data analytics and big data, Al
and machine learning projects)

82%

(Tax, centralised HR services [payroll, employee benefits, etc.], centralised finance services [accounts
payables/receivables, treasury, etc.], centralised IT services [helpdesk, network management, etc.])

B Product-based

B service-based

15
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PwC India’s research found that between FY20-24, GCCs in India have
made significant progress in their roles as cost-effective innovators and
multifunctional excellence hubs. And they are now gradually evolving as
drivers of front-end value for their HQs.

Figure 5: Roles in which GCCs have matured over the years

FY20 FY21 FY22 FY23 FY24
Your GCC has been a 0 o 0 0 0
cost-conscious innovator for . 80% - 87% - 88% - 96% - 100%
the HQ 64% 64% 70% 85% 91%

Your GCC has been a . 83% - 88% - 88% - 96% - 100%

multifunctional CoFE for

the HQ 68% 71% 76% 91% 97%

. Product-based Service-based
While GCCs have seen a strategic elevation by assuming business partner and ecosystem integrator, these areas
roles with higher strategic value such as that of new are still to mature, as indicated in Figure 6. Interestingly,

business creator, new technology value incubator, strategic ~ service-based companies are more mature when it comes
to the creation of new business.
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Figure 6: Roles in which GCCs are gradually maturing

FY20 FY21
Your GCC has been a . 66% . 74%
new-tech value incubator
and scaler for the HQ l 45% l 46%
Your GCC has been a . 78% - 84%
strategic business partner
for the HQ l 44% I 44%
Your GCC has been an . 80% - 85%
ecosystem integrator for
the HQ l 47% l 47%

Your GCC has been a client
value generator

Your GCC has been a new
business creator for the HQ

Your GCC has been a 1% 0%
single-function value

optimiser for the HQ | 6% | 6%

. Product-based

What’s more, GCCs are now also serving as specialised
legal and compliance CoEs for their HQs. As the tasks

and activities of legal and compliance teams become
more challenging, setting up such CoEs within GCCs is
enabling companies to build stakeholder trust, implement
centralised controls, remove siloed operational methods
and streamline cross-border business activities.®

Further, many HQ and GCCs are realising the potential

of setting up tax COEs in India. With the finance function
already in place in many of the Indian GCCs, they are
becoming aware of the possibility of leveraging the
adjacency of tax to finance and the availability of financial
data locally. While this is marginal as of today, the growth
of local talent with global tax knowledge will propel this to
the next level in the coming years.

5. PwGC, Facilitating seamless legal and compliance management

FY22

. 77%
l 49%

FY24

B ss%
. 64%

88%
56%

B ss5%
l 47%

L
o
o
X

.82%
.5

- 86%
1% . 60% .

. 72%
I 37%

N 37%
l 49%

0% 0% 0%
| 6%

. Service-based

14

India has an excellent workforce and
talent capabilities, and we are going
to leverage that. Our new office

in India is the largest in terms of
employee strength.”

Technology official at a BFSI firm’s HQ


https://www.pwc.in/assets/pdfs/global-capability-centres-facilitating-seamless-legal-and-compliance-management.pdf
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GCCs are delivering compounded double-digit value for their HQs

O The weighted average CAGR at which GCCs generated value over the last
— O five years, according to our research. GCCs managed this by leveraging a
diversified workforce, including a vendor-based workforce.

Figure 7: View of leaders on value generated by the vendor-based workforce of GCCs

Service-based companies

41% 41%

25% 24%
15% 15%

7% 8% 9% 9%
0 0
[

Nil 1% to 5% 6% to 10% 11% to 15% 16% to 20% 21% t025%  26% and above

I Ha M Gce

40% of HQ and 39% of GCC leaders acknowledged that around 6-15% of the value generated
by service-based GCCs is directly influenced by the vendor-based workforce

Product-based companies

31%

29%

19% 19% 17%

15% 15% 15%
12% 12%
8% 8%
Nil 1% to 5% 6% to 10% 11% to 15% 16% to 20% 21% t025%  26% and above

M Ha @ Gcee

46% of both HQ and GCC leaders estimated the value generation of the vendor-based
workforce of product-based GCCs to be between 11% and 20%
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Greater gender diversity is expected in the workforce as more women
advance into leadership roles.

Figure 8: Share of business leaders indicating women will occupy a greater/equal number of
leadership roles

- Service-based - Service-based
Y Y

es No Can’t say es No Can’t say
. - . -
85% 0% 15% 84% 0% 16%
- Product-based - Product-based
Yes No Can’t say Yes No Can’t say
¥V _ - O 0 @
60% 8% 32% 63% 14% 23%

1

A GCC can enhance value by creating a diverse and inclusive workplace with
initiatives that promote gender equality and support the professional growth
of all employees.”

Official at an energy firm’s HQ
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It is interesting to note that GCCs have generated value at a weighted
average CAGR of 10-11% despite managing a relatively small part of

their HQs’ global processes.
Figure 9: The view of both HQ and GCC leadership on the share of global processes covered by

GCCs
Product-based

()

Below 100/
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On the company’s vision, more than 90% of GCC and HQ leaders across

product and service groups unanimously agree that they are completely
aligned. While 97% of both HQ and GCC leaders of product-based

companies emphasise complete alignment, for service-oriented companies,
the figure stands at 91%.

Figure 10a: Share of GCC and HQ leaders of product-based companies who acknowledge
overall alignment of the GCC with the respective HQ’s vision

Neutral

Figure 10b: Share of GCC and HQ leaders of service-based companies who acknowledge overall
alignment of the GCC with the HQ’s vision

Neutral
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GCC and HQ leaders also agree that value creation can be amplified if

they are both fully aligned across the entire execution value chain

Figure 11: Share of leaders who acknowledged losses due to lack of complete alignment

between the HQs and their GCCs

1. At the level of resources

Product-based

6%-10%
& 42% Zo
~ P8
[=)

Service-based

6%-10%

2. At the level of defining what value means

Product-based
6%-10%

T

¥ 63% 2y
P A,
o\® ,,A °
« 2
o

Service-based

6%-10%
T
oP
g 29%

o\° 9&
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3. At the level of metrics

Product-based Service-based
6%—10% 6%— 10%
80% ;
o\ AN 7,
3 2 %
& 8 %
0\0 90
O
4. At the level of governance
Product-based Service-based
%—10% %—10%
7
50% %o

o\°
AV,

55%
cxv
3 .

5. At the level of role to be played

Product-based Service-based

6%-10% 6%-10%

T
70% 2,

23



Catalysing value creation in Indian global capability centres PwC 24

With substantial value waiting to be unlocked, complete alignment is
imperative. The CAGR of value creation would be in excess of 14-15%
with complete alignment between the GCCs and their respective HQs.

If GCCs and their respective HQs are able to bridge the projected
alignment gaps during FY25-29, they can improve value generation
growth by an estimated weighted average CAGR of 3-4% - over and
above the estimated 11-12% to be achieved during FY25-29.

"‘ / The estimated weighted average CAGR of 14-15% in a complete
r) alignment scenario during FY25-29 is over 3-4% higher than the
11-12% that GCCs and their HQs estimate to clock during FY25-29.

1

Our GCC is expected to develop into a strategic partner by engaging in R&D
and bringing new ideas to the table. It is also conscious of our CSR and
sustainability goals and supportive of them. In order to facilitate the GCC, it
is necessary to create specific objectives that are clear to both the GCC and
us, and to monitor the performance metrics regularly to bring the objectives
of the GCC in line with ours.”

Official at a pharma company’s HQ
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Accelerating
value
generation

By driving alignment across critical decision-making
dimensions — roles, services, resource allocation,
performance metrics, and governance — through effective
implementation of the recommended measures, both HQ
and GCC leaders express confidence in achieving a 3-4%
uplift in value generation CAGR between FY25 and FY29.
This optimism is consistently echoed by leaders across
both product- and service-based organisations, signalling a
broader industry consensus.

1

India is going to be one of the biggest
growth markets, if not the biggest,

in this decade. Our centres are also
going to develop accordingly.”

Senior official at a software platform firm’s HQ
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Figure 12: Recommendations by HQ and GCC leadership to plug alignment gaps

Involve neutral third parties for
friction-prone projects.

Hold competitions to drive
greater collaboration
between the GCC and HQ

workforce.
o 13%

. 15% 6

Celebrate outcomes driven by
collaborations from teams
across HQs and GCCs.

Define the meaning of value collaboratively
with the GCC and HQ leadership.

 50%
. 18%

4

Promote cross-functional and
cross-geography initiatives involving
collaboration of teams from HQs and GCCs.

. Product-based

Service-based

Maintain open
communication channels
across the top management
of HQs and GCCs.

B se%
3%

Educate HQ executives on
next-gen tech impacts.
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GCCs are also poised to add value and
transform some functions in the HQ such
as tax, legal and compliance. In fact, some
of these transformations can contribute
positive value by addressing cash traps,
refunds, excess payouts, credits, and
reduction of external costs.

N

1
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Product-based companies

L]

A vast majority of both HQ (87%) and GCC leaders
(79%) consider digital transformation and innovation
as their top priority GCC services for FY25-FY29,
underlining the continued emphasis on technology-
driven growth by global companies in the evolving
landscape.

R&D is second on the list of top preferences of GCC
services with an acknowledgement from 58% of HQ
and 77% of GCC leadership, demonstrating that
innovation would remain a major growth driver and a
differentiating factor for global corporations over the
next five years.

Business process outsourcing has also been listed as a
priority, although with weaker support as only 26% of
HQ and 32% of GCC leaders have recognised it as an
integral part of their future GCC services landscape.

14

They (GCCs) are crucial to the
process of digital transformation. In
my opinion, we would have to back
them by putting financial resources
in technology enhancement.”

Official at a leading retail and consumer
chain’s HQ
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Figure 13: Services to be prioritised/stopped from the perspective of HQ and GCC

leadership for product-based companies

Digital transformation and innovation

58TA;’ [42% /23%

Business process outsourcing

2%
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Shared services
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Prioritise
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Research and development
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Sales and marketing support
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Service-based companies

*  For this group, R&D takes the lead in terms of priority
GCC services over FY25-FY29, supported by both
HQ (77%) and GCC (88%) leaders, thus reiterating
the crucial role of innovation for service-oriented
businesses.

e About 75% of HQ and 64% of GCC leaders consider
business process outsourcing as the second priority.

*  According to 53% of HQ and 58% of GCC leaders,
GCCs should focus on delivering digital transformation
and innovation services to HQs as a priority.

The growing penetration of digital technologies in the
global business ecosystem is redefining ways in which
business processes are carried out. With advanced
technologies like Al and robotic process automation
finding numerous applications across business domains,
several traditional functions such as sales and marketing
are being automated.

PwC 30

1

GCCs are looking for creative
opportunities to combine Al with
other existing digital technologies

in order to create value-added
solutions that improve efficiency. We
will encourage better collaboration
to facilitate this.”

Executive at a retail and consumer firm’s HQ
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Figure 14: Services to be prioritised/stopped according to HQ and GCC leadership for

service-based companies
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Actions that can be taken over a range of areas identified by GCCs and

their HQs in their next phase of value creation

More start-up collaborations, Al-driven problem-solving, and capabilities and skill

enhancements for understanding HQ problems better and solving them are the top

recommendations for GCCs to boost their strategic positioning in the global HQs.

HQ

77%

71%

60%

HQ

69%

60%

47%

Collaborating with start-ups and
entities driving platform-as-a-service
in areas such as engineering,

design and software

Deepening presence by growing
capabilities and skills in high-end
software as well as R&D relevant to
building Al-driven solutions

Identifying game-changing
opportunities and solutions for the
parent that can be largely serviced
by using Al in combination with
other digital technologies

Collaborating with start-ups and
entities driving platform-as-a-service
in areas such as engineering,

design and software

Investing in gaining a better
understanding of the business
problems of the parent

by leveraging the power of Al

Deepening presence by growing
capabilities and skills in high-end
software as well as R&D relevant to
building Al-driven solutions

GCC

Deepening presence by growing
capabilities and skills in high-end )
software as well as R&D relevant 67%
to building Al-driven solutions

Collaborating with start-ups and entities o
driving platform-as-a-service in areas 63%
such as engineering, design and software

Investing in gaining a better
understanding of the business 62%

problems of the parent

by leveraging the power of Al

GCC

Collaborating with start-ups and
entities driving platform-as-a- 74%

service in areas such as

engineering, design and software

Investing in gaining a better
understanding of the business o)
problems of the parent by 60%
leveraging the power of Al

Deepening presence by growing
capabilities and skills in high-end 49%

software as well as R&D relevant to

building Al-driven solutions
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A synchronised, outcome-driven approach can help HQs and their GCCs to execute these actions, collaborating with a
trusted partner adept at orchestrating seamless execution, ensuring end-to-end alignment across the value chain.

A trusted partner can help GCCs and their HQs develop target operating models, solution designs and prototypes, engage
risk and tax experts early on, pilot solutions to not only de-risk scaling but also catalyse the creation of a unified vision of
success and quantifiable value.

Strategise

¢ Identify a
business case
for investments.
For example,
collaborate with
startups to build
platform-as-a-
service.

e Chalkouta
target operating
model
collaboratively
to drive actions
in support of the
business case.

Design a
governance
structure and
form a
well-equipped
team to ensure
collaborative
engagement.
Create
outcome-driven
employee value
propositions to
ensure better
team play.

Design

Develop

the solution or
offering design
aligned to the
business case.

Build HQ-GCC
alignment around
value, processes,
outcomes and
success metrics.

Consult risk and
tax experts from
the start to
develop game-
changing AI
solutions to help
maximise tax and
regulatory
benefits while
remaining
compliant.

Build

Build prototypes
of the solutions or
initiatives.

Make the process
data-driven, agile
and transparent
by using the
power of digital
technologies such
as big data, Al
and digital twins.
Build digital
platforms to share
real-time
feedback.

Take vendor
support wherever
required.

Pilot test the
solution/offering/
prototype before
deploying it at
scale.

Involve relevant
functional leaders
and workforce in
testing and
iterations.
Conduct checks on
tax, risk, and
cybersecurity to
prepare for
scaling.

Measure outcomes
and success of the
pilot.

Simulate with the
help of digital
technologies to
ensure better
outcomes aligned
with HQ-GCC
asks.

Pilot and scale

Fully scalable
solutions, offerings
or initiatives

¢ Measure
quantifiable
outcomes.

¢ Track lessons
learnt and best
practices.

¢ Share feedback
with teams to help
them address
issues at hand.

¢ Celebrate and
reward
collaborating
teams and
individuals.
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As Indian GCC leaders execute these actions, they will continue to grow
in their roles and soon become more strategic partners to their HQs

Figure 15: Prominent roles which are likely to be assigned to Indian GCC leaders over the next
three to five years

Product-based Service-based

Global head for R&D Global head - software products and design
I 50% 37%
Global head - software products and design Global head for R&D

I 33% 33%

1

We will evolve into a strategic hub for innovation. Investments are being
made in Al research with strategic universities, and we are also moving
towards advanced manufacturing.”

Senior official at a manufacturing company’s GCC

In future, India will continue to be a premier

destination for setting up GCCs, with global ‘ ‘

companies committed to maintaining their presence

in the country. Less than 25% of business .
leaders are considering relocating their India Our company has been expandmg
GCC operations. Instead, they envision these its financial centre network with a

centres leveraging Al and digital technologies to .
become global sourcing hubs for IT and business target Of over 150 new centres in the

processes. next couple of years... Expectations
The national and state governments therefore are that our centres in India will
need to intensify investments in infrastructural grow in parallel to the overall
development to bolster the Indian GCC landscape. . ’

Both HQ and GCC leaders across product- and expansion.

service-based companies made recommendations to
. . .,
the Indian Government to make GCCs in India more Operations executive at a BFSI firm’s GCC

competitive and investible.
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Figure 16: Top actions recommended for the Indian Government to make GCCs more

competitive and investible by leaders from product-based companies

HQ

50%

48%

46%

Building GCC parks/hubs and
infrastructure that can be used for
GCC set-up

Restoring weighted deductions
for R&D expenditure for GCCs

Extending the advantages provided
to the IFSC in GIFT City to other
sectors besides financial services

GCC

Developing infrastructure
at Tier-2 locations to 5694
become mature GCC hubs

Revisiting safe harbour o
rules to reduce litigation 44%

Measures towards expansion 44%
of export incentives o

Figure 17: Top actions recommended for the Indian Government to make GCCs more

competitive and investible by leaders from service-based companies

HQ

87%

79%

71%

Building GCC parks/hubs and
infrastructure that can be used
for GCC set-up

Developing infrastructure at Tier-2
locations to create mature GCC hubs

Restoring weighted deductions for
R&D expenditure for GCCs

GCC

Developing infrastructure
at Tier-2 locations to 6090
create mature GCC hubs

Building GCC parks/hubs 0
and infrastructure that can 47%
be used for GCC set-up

Restoring weighted deductions o
for R&D expenditure for GCCs 34%
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Given the right impetus - through
purposeful collaboration, open
communication and complete alignment
with their HQs - Indian GCCs are
uniquely positioned to become engines

of dynamic value creation. Moving the
needle significantly, they are poised to
lead innovation and deliver transformative
impact across emerging growth domains
anchored in the essential human needs of
make, care, fund, build, move, connect,
feed, power and govern.

As GCCs evolve into strategic co-creators
and move towards complete alignment
with their HQs, their ability to generate
‘value in motion’ will not only redefine
their role within global enterprises but also
shape the future of resilient, responsive
human-centric growth. The time to unlock
this potential and aim at accelerated
growthin a /(zémplete alignment scenario
during FY25-29 is now.
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