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Questions we will be exploring today

A “New Normal” has emerged, in which, more than ever, GBS leaders

have to find a way to do more with less for their constituents and
internal customers.

= What new technology is available to enable levels of automation
never seen before and to bring forth customer-centric digital-first
delivery models ? How to separate reality from hype ?

= What about the human side? To what extent does the emergence of

Work From Anywhere (WFA) allow GBS leaders to tap into fresh
talent pools wherever they may be found ?

~
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The New Normal...

4 Horses for Sources

Time for BPO to redefine itself as Business

Data Services?

May 10, 2022 | Phil Fersht, Saurabh Gupta

https://www.horsesforsources.com/business-data-services_051022/

Horses for Sources is the widely acclaimed
industry-leading independent blog of world-
renowned writer and visionary Phil Fersht.

Started in 2007, the blog shares Phil’s personal
views on all issues IT, outsourcing, and
globalisation.

Phil is not shy about calling it like he sees it. In
addition to discussing his views on technologies
and trends in the market, Phil has also been a
loud voice calling out issues like hype in the
market, unfair corporate policies, and lack of
innovation in the analyst industry.

With over 100,000 subscribed readers, Horses
for Sources shares Phil’s personal views with a
wide range of people across the globe.

https://www.horsesforsources.com/
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Poor Data Governance, Org Alignment, Fragmented Systems and
C-Suite Commitment Plaguing Enterprises Today

Q. Company’s challenges to meet strategic objectives

Lack of centralized data governance within the
organization

Lack of organizational alignment

Lack of C-evel leadership commitment
Fragmented systems landscape

Risk and compliance concerns

Data security issues

Challenges in developing business case

Lack of data quality

Lack of digitally fluent talent

= Rank-1 = Rank-2 = Rank-3

Sample: 600 respondents from Global 2000 enterprises
Source: HFS OneOffice Pulse Study, H2 2021

@ 2022 | HFS Research

Evolution of BPO to “Business Data Services”

- Globalization - - Digital pontification - - Big hurry, ideas to action -
_ 0ld school BPO (till 2010) BPO services today (2010-2020) Business Data Services (2020++)
Cost savings and efficiency Better business outcomes but still savings Stay-in-the-game and grow
Driver Recession in 2002, internet Incremental maturity of services demic, virtual busi
great resignation
: y I Functional activities (AP, AR, End-to-end processes (02C, P2P, R2R, Enterprise Data flows (customer data,
Seopeiiocs Claims, etc.) H2R) employee data, partner data)
Role of data Reporting Support decision making Dat: t to find new of
value
Role of t .|' | Labor arbitrage Process experts New or scarce skills
Role of talent ~ (Primarily offshore) (offshore + nearshore) (Anywhere shore)
Role of technology Process enablement d greater prod: Competitive advantage
Role of change Lift-and-shift Lift-shift-and-fix or Fix-lift-and-shift Built in as a discipline, ongoing
lved On-p! ise ERP Saa$ + Automation Al-driven analytics, Web 3.0, Hybrid Cloud
IT and Busi perations in silos daries b busi and IT Full of IT and busi
| starting to blur operations
Role of service provider Vendor (order-taker) Partner Orchestrator

@ © 2022 | HFS Research
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THE DAWN OF THE

Workflow . FOURTH
Automartion In INDUSTRIAL
the 4|R REVOLUTION

Cloud Computing

1. Digitization / Integration

of value chains Location
detection
technologies

Workflow Automation technologies
strongly represented within the 4IR
roadmap

Augmented Reality

. INDUSTRY
Strongly affected technologies include

- Al and Robotics, Information
Technology, Digital Economy and
Society, Blockchain, 10T, and Digital 8.0 o050

Multilevel customer . Digitizati 3. Qigital P
interaction and of product business 2 h'
and service models and uman-machine

customer profiling customer interfaces

= access

Communications Computing / Internet

Nuclear Energy Authentication &
The 4IR model anticipates disruption in Cl: 200000 Big data analytics et detection
— Workforce and Employment, Biss iy Livia

Human Enhancement

Education Gender and Work, and /
@ 1.0\

Smart Sensors 3D printing

Steam Engineering

Shared Service operating paradigms
are as likely to be revolutionized




Applications
of 4IR In
Workflow

Automation

Machine to Machine Communication (M2M)
Cognitive Computing (CC)

Artificial Intelligence (Al)

Machine Learning (ML)

Robotic Process Automation (RPA)



Technology
Roadmap to
the Future

Information infrastructure is prerequisite — universal
connectivity

Internet of People (loP) and Internet of Things (loT)
will merge

Increasingly computational processes move to the
Cloud

Human-Machine interfaces will evolve toward
higher bandwidth

Processing power contfinues to follow Moore's Law

Computational platforms will evolve (Quantum
Computing?)

Intelligent data analytics will solve problems in
unstructured data

Machines enter a post-Turing-Test normal

Business models will adapt to universal data on
demand



Heatmap of Al Applications

FIGURE Common Al use cases by organizational function and technology type

Al technologies | Preduction Front office RE&ED

Supply

M ales ] . anc
chain Marksting ale: : Finance

Data scie

Relative volume of use cases

Empowering Al Leadership:
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Davos
May
2022

- .
= Q FINANCIAL TIMES

HOME WORLD US COMPANIES TECH MARKETS CLIMATE OPINIOM WORK & CAREERS LIFE & ARTS HTSI

Global Economy E + Add to myFT J

Business leaders warn that three-decade era of

globalisation is ending

Executives and investors gather in Davos to discuss mounting economic and financial
challenges

English v

Getting Deglobalization Right

May 31, 2022 |JOSEPH E. STIGLITZ

It was clear at this year's gathering of business and political elites in
Davos that the longstanding vision of a world without borders is no
longer credible. Unfortunately, it was also clear that recognizing this
basic truth is not the same as reckoning fully with past mistakes.




The Mood and Agenda

What's happening in the global economy? The heads of the FlouRE 12
¥ “How do you feel about the outlook for the world?”
IMF, the French central bank, Citi and the Carlyle Group talk

inflation, stagnation, and (de-)globalisation.

What is going on in this more shock-prone world should press us to i Tt
seek ways in which we work more together but [...] we have to be less

obsessed with globalising profit and more with localising benefits for

23.0% 61.2% 12.1% 3.7%

communities and countries.

Source: Worlc onomic Forum Global Risks P

FIGURE 1.1
“What is your outlook for the world over the next three years?”
Key Drlvers ) \ . o I MNegative scenarios Il Positive scenario
growing tensions
“social cohesion erosion” P ] i 10.7%
commodity shocks /70
Accelerating global
recovery
“Great Resignation” “rrice i ility” 0 0
price instability 41.8% 37.4%
Consistently volatile with Fractured trajectories
multiple surprises separating relative
winners and losers
“labour market imbalances” “Inflation” 10.1%
Prqgtr:ssri;jel tipping
points with increasing
“widening digital, education and skills gaps that risk splitting SRS

the world into divergent trajectories”

: World Economic Forum Global Risks Perception Survey 2021-2022
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Runaway Monetary Environment

Where inflation is highest and lowest across 44 countries " . . Now versus then
Historic highs

. B Public debt soared around the world in 2020, growing faster in
Annual inflation rate, first quarter 2 In 2020, 9|0ba| debt experienced the largest surge in 50 years. some regions than during the global financial crisis.
No data (debt as a percent of GDP) {parcent of GDP)

Public debt stock
Global COVID-19

Total Debt financial pandemic

crisis "
Public Debt _ . e
@ Household Debt (HH) i - —

Emerging mar
200 . Nonfinancial Corporate Debt (NFC)

120

199 21eAld

\ 2 Changes in debt
Turkey (54. i > 190 : 3l financial
has the highest - g: v
inflation rate 4 World
4 50 NFC v
) 0

1970 1980 1990 2000

Sources: IMF Global Debt Database and IMF staff calculations.
Y Note: The estimated ratios of global debt to GDP are weighted by each country's GDP . o and IMF staff calculations
PEW RESEARCH CENTER inUscollars,

eloping countri

Global Inflationary Contagion  Unprecedented Debt Spike EMDE Bearing the Brunt



NEER and Wage Growth Pressure

Hor ting > Quotes > Index > DXY > Overview

Switch Quote | | U5 ICE Futures U

U.S. Dollar Index (DXY)
e T R
106.53

*-0.20 -0.18%

Last Updated: Jul 25, 2022 at 4:49 a.m. EDT
Delayes quate

PREVIOUS CLOSE

106.73

106.50 DAY RANGE 106.88 91.78
-

52 WEEK RANGE

Rising headline inflation but pressures transitory
Pent-up demand and supply chain bottlenecks are putting
upward pressure on prices, but inflation is expected to subside

to pre-pandemic ranges in most advanced economies.
(consumer price inflation; percent, year-over-year, median)

—CP| Advanced Economies —CPI Emerging Market Economies

—CPI Low Income Developing Countries --Core CPl Advanced Economies
--Core CPI Emerging Market Economies

Feb 2020

Jan-19  Apr-19  Jul-19  Oct-19 Jan-20 Apr-20 Jul-20 Oct-20 Jan-21 Apr-21

Sources: IMF Global Data Source; IMF STA CPI-Database; and IMF staff calculations.

IMF

Price pressures

Inflation has risen throughout the second half of 2021, driven
by several factors of varying importance across regions.
(change in inflation, Dec 2020-latest, percentage points)

m Energy mFood Exchange rate Other @ Total inflation

United States Europe Other advanced China Other emerging
economies and developing
economies

Sources: Haver Analytics; and IMF staff calculations.

Note: Inflation refers to the year-over-year change in consumer prices from Dec 2020

through the latest data. Exchange rate refers to short-term depreciation-induced inflation

using estimates by Carriére-Swallow and others (2021). Sample includes countries with

all components available. Purchasing-power-parity weights are used for aggregation. I M F




Labor Markets - Wage Growth

10% Annual Increase

coml NULSINRZO

515 ARGEMTINA

Central Emerging” Asia
America

9.7%

7.3%
55% o
/0
| I I

~ . g g i ] / ) 3
| Werne, A merica Thailand Malaysia Philippines China Indonesia Vietnam India Pakistan
ey,

a2 E 3@ " g Z 8

The graph above represents the 2022 median value for planned salary increase across ALL employee groups

ALGERIA 6.0%

ANGOLA  g.0%

Global Rewards Pulse Survey

Source: Korn Ferry Global Pulse Survey 2022



Realignment of Alliances

S A

¢ ZERERTSAFZTMEREE
BRICS ] XIV BRICS SUMMIT

labor

environment privacy protections, digital
digital business and services

friend-shoring

a group of countries that have strong
adherence to a set of norms and values about
how to operate in the global economy and about
how to run the global economic system

PBSQ

NEWS ° .
ised Friend-Shoring

Treasury Secretary
Yellen calls out
China trade
practices in South
Korea visit




BRICS + and “The New G8”

FLASHPOINTS | DIPLOMACY | EAST ASIA

R — 8" with | Great Power Conflict Fuels
ussia to form new with Iran BRICS Expansion Push

and China

; o ) , Amid China-U.S. tensions, the impetus to
The new G8'wants to develop dialogue and mutually . .

beneficial relations with Russia’ bUlId d blgger BRICS has grown Stronger
Lynn Chava than ever.

Jun 15,2022 = June 15,2022 » 2 minute read » [:] 2471 Comments By Nian Peng i The Diplomat

Proposed “BRICS
Plus”" Geo-economic
bloc

Building Better Global Economic BRICs



https://thediplomat.com/category/flashpoints/
https://thediplomat.com/topics/diplomacy/
https://thediplomat.com/regions/east-asia/

Supply Chain Chaos

A Normal Supply Chami’—lt’s ‘Unlﬁe[y
2022 "N

The chaos at ports, warehouses and retailers will probably persist
through the year, anfkperhaps even longer.

I'he Port of Los Angeles, one of the busiest ports in the United States, where containers hz

With the havoc at ports showing no signs of abating
and prices for a vast array of goods still rising, the world
Is absorbing a troubling realization: Time alone will not
solve the Great Supply Chain Disruption.

It will require investment, technology and a
refashioning of the incentives at play across global
business. It will take more ships, additional
warehouses and an influx of truck drivers, none of
which can be conjured quickly or cheaply. Many
months, and perhaps years, are likely to transpire
before the chaos subsides. — NY Times




The Great Resignation

Forty percent of workers globally say that they might leave their jobs in the
near future.

Likelihood that respondents will leave their current job in next 3-6 months, %

Overall Australia Canada India Singapore UK

66

14

18
0

Total likelihood

105t tainly

McKinsey Quarterly

The Great Attrition is making hiring
harder. Are you searching the right talent
pools?

July 13,2022 | Article
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Turn to Automation and Robotics

ROBOT PRICES VS. LABOR COSTS
ource: McKinsey&Co

AUTOMATION

AVERAGE ROBOT PRICES AND LABOR COMPENSATION IN MANUFACTURING IN UN

Research shows that knowledge-intensive businesses of
all sorts tend to spring up more frequently in
manufacturing hubs, spurring higher levels of growth in
countries that create them. ...our next stage of digital
development, from the consumer internet to the
“internet of things”, will put this trend on steroids. As
data lives in manufactured products, there really is no
line between factory work and knowledge work any
more. FT — Ran Foroohar

Opinion:

Last Updated: Nov. 3, 2021 at 12:00 p.m. ETFirst Published: Nov. 2, 2021 at 3:52 p.m.
ET

Robotization will not only moderate labor scarcity;
it might even offset it, leading to a labor surplus. As
Acemoglu and Restrepo have pointed out, over the
past three decades, automation has displaced far
more workers than it has created new jobs. ...it also
suggests that deglobalization is unlikely to fuel a
surge in inflation any time soon.

Robotization will also diminish the impact of
demographic trends on wages.


https://economics.mit.edu/files/17023

Work From

FUTURE OF WORK

This week, Meta announced that it beat is
previously stated diversity goals by two years.

*Research shows that underrepresented groups are
more likely to prefer and stay at jobs that offer
remote or hybrid work schedules.

https://www.weforum.org/agenda/2022/07/meta-remote-work-diversity-

boost/

A survey conducted by FlexJobs found that 58% of
people wanted to work at home permanently
after the pandemic, and that 39% wanted a
hybrid environment. Studies have also found that
remote workers are more productive than in-
office staff, and that remote working
opportunities mean that companies can hire from
a more diverse pool of talent.

...Indeed, it’s less of a trend and more of a
permanent change.

Candidates will expect home and hybrid working
options as standard when they apply for
positions, while companies will have to offer
flexible and home working options if they want to
attract and keep the best talent. — Tech Radar, Job
Trends 2022


https://www.weforum.org/agenda/archive/future-of-work
https://www.weforum.org/agenda/2022/07/meta-remote-work-diversity-boost/

Evolving Business Case for GSS

Reduced Increase in Less wage Premium on AE
reliance on onshore tech arbitrage domestic
labor specialization advantages currencies

Decrease in
geographic
labor pool
arbitrage

Less global
fluidity in digital
business
models

Increase in ESG
driven labor
metrics

Trend tfoward
enforceable IP
regimes




Trends o Watch Going info 2023

TECHNOLOGY

ECONOMIC

POLITICAL

STRUCTURAL

Al driven automation continues to replace human labor, but
creating new employment specializations (parity in 2024)

Rapid growth in automation through standardized networks
Cloud computing overtakes legacy systems, leading to
decentralization

Divergent trends in inflationary regimes likely to create regional
distortions in wage growth

Emergence of multi-polar geopolitical order likely to challenge
globalized digital business models

Potential for digital business models to align along *friendshoring”
principles, with a premium on trusted regimes

Reshoring of manufacturing may place indirect pressure on
knowledge-work centers

Fundamental shift in attitudes toward *“traditional employment” likely
to distort legacy labor pools

Physical location of workforce likely to have diminishing relevance

. ESG targeting may put increasing reliance on WFH employment

models






mailto:David.cook@valtatech.com
https://www.linkedin.com/in/davidcookph/

Leadership and Corporate Culture
as Cornerstones

Future of GBS

HEIKO NITSCHE, CEBU, JULY 28,2022
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About myself

German, 50 yrs

Living in Cebu, Philippines

6 yrs working as CPA/Consultant with Arthur Andersen/Ernst&Young

18 yrs working for Daimler/Mercedes-Benz
* 5 yrs for Mitsubishi Fuso in Tokyo/Japan (as CAQO)
* 7 yrs for Mercedes-Benz Group Services Phils in Cebu/Philippines (as Founder and CEO)

* 3 yrs for Mercedes-Benz Thailand in Bangkok/Thailand (as CFO for South-East Asia region)

Founder/CEO of HAN Global Business Services in Cebu/Philippines

HEIKO NITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022 X
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HAN Global
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Leadership

* What is Great Leader ship all about?

TRUE LEADERS

DEMONSTRATE
PERSPECTIVE

* “Take care of your employees and t hey will t ake care of your business” (Richard Branson)

* “Treat others like you want to betreated” (Jesus of Nazareth)

HEIKONITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022 X
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Corporate Culture Sk
p \/ Business Services
* Howto create aworld class Corporate Culture?
VISION/MISSION LEADERSHIP EMPLOYEE
ENGAGEMENT
CORPORATE “BEST OF BOTH WORLDS” REWARDS /
VALUES (VOLTAIRE, KINGSLEY) RENUMERATION
SERVICE /
BRANDING PERFORMANCE LEARNING /
ORIENTATION DEVELOPMENT
HEIKONITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022 X
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Corporate Culture

* Great Companv Cultureresultsin...

Consistent Low Attrition Rate of < 10%

High Service Quality, successful operations

Very successful Employee Referral Programs (>60%)

Leavers do not join BPO/SSC industry, but majority
abroad (> 50%)

Utilizing Programs for Internal Marketing (e.g. Global
CFO Conference)

More Growth and Migrations

HEIKONITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022 X
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New normal/WFH/WFA

* How can you keep high employee engagement/morale over zoom/skype/google meet/etc
* Show how much you CARE
* Ask for feedback
* Make communication visual
* Recognition is crucial
* Keep learning and development as a priority
* Stay connected, Utilize team chat apps
* Make sure it’s not “all work and no play”; Play games, have FUN in-between
* Encourage real breaks; Take “coffee-breaks”
* Manage results, not actions (“do NOT micromanage”)
* Focus on coaching, not problem solving
* And, finally - WFH/WFA is in itself a morale booster for many employees

* Finding the right balance between WFH/WFA and staying in touch/network with colleagues in the office/during work events is the key for our future work
environment in GBS (and elsewhere)

HEIKO NITSCHE, LEADERSHIP AND CORPORATE CULTURE, JUL 28, 2022 X
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