Summary

Protectionist measures taken by
the developed countries coupled
with the global meltdown are
expected to take a toll on the
near-term prospects of the
Indian ITeS industry, causing
the ITeS export growth rate to
decelerate to 7-8 per cent in
2009-10 from 16 per cent in
2008-09. However, long-term
prospects look bright and
CRISIL Research expects
exports to grow at a CAGR of 17
per cent between 2009-10 and
2013-14. KPO exports are
expected to outpace the
average industry growth rate,
and we project KPO exports to
grow at a CAGR of 21 per cent

over the next 5 years.

(Head of Research).
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- ITeS exports growth rate slumps to 18 per cent in 2008-09
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- Nonetheless, the future looks bright

- Discerning trends in the ITeS industry

- Service line wise outlook

- Annexure

Knowledge process outsourcing — outlook

- KPO - an introduction

- The ITeS industry has evolved over years

- KPO - definition

- Current market size and services offered

- Service offerings remain at medium complexity level

- Growth rates to decline in 2009-10 and recover subsequently
- Third party vendors to drive KPO growth
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- What lies ahead?
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- Legal process outsourcing (LPO)

- Data analytics outsourcing
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Industry statistics

24/7 Customer

Aditya Birla Minacs (erstwhile TransWorks Information Services Pvt Ltd)
Adventity BPO

Allsec Technologies Ltd

Amadeus India Pvt Ltd

Automatic Data Processing Inc

Convergys Corporation

Datamatics Technologies Ltd (DTL)
eClerx Services Ltd (ESL)
Evalueserve

ExlService Holdings Inc

Fiserv Inc

First Data Corp

Firstsource Solutions Ltd

Genpact

HCL Technologies BPO Services Ltd
Hewitt Associates Inc

Hinduja Global Solutions Ltd

HTC Global Services

IBM Daksh

Infosys BPO Ltd

InfoTech Enterprises Ltd

Intelenet Global Services Pvt Ltd
Kale Consultants Ltd

KPIT Cummins Infosystems Ltd
Neilsoft

Ontrack Systems Ltd

Plexion Technologies (India) Private Ltd
Quality Engineering and Software Technologies, Inc (QuEST)
RMSI Private Ltd
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31 R.R. Donnelley & Sons Company C-55
32 Sabre Holdings Corporation C-57
33 Sitel C-59
34 Spheris C-61
35 Sykes Enterprises Inc C-63
36  TeleTech Holdings Inc C-65
37 Sutherland Global Services C-67
38 Tricom India Ltd C-69
39 Ugam Solutions C-71
40 vCustomer C-72
41 Wipro BPO Services Private Ltd (erstwhile Spectramind) C-74
42 WNS Global Services Pvt Ltd C-76
43 Zenta C-80

C-ii CRISIL RESEARCH IT- ENABLED SERVICES ANNUAL REVIEW





