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Everything we once knew as stable is under assault… 
but this is how we win

1 – How much everything has changed

2 – Winning the Talent War steals the market

3 – How Services must evolve from Effort to Performance to Purpose

4 – Taking the debate to our Leadership Panel
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1 How much everything has changed
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Enterprises are facing multiple macro-economic headwinds and 
challenges assaulting their strategic goals

18% 17%
13% 11% 12% 10% 10% 10%

15%
11%

14% 15% 13%
12% 11% 10%

14%

13% 14% 12%
13%

13% 12%
11%

Cybersecurity -
data breaches,
or privacy risks

Inflation Supply Chain
Disruption

Changing
Consumer

Expectations

The Great
Resignation

Potential
Recession

Pandemic
Impact

Geopolitical
Conflict

Rank 3

Rank 2

Rank 1

What are the most concerning macro-environmental factors adversely impacting your organization’s goals?

Sample: 602 executives across Global 2000 enterprises
Source: HFS Research, 2022 
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Security, Digital Modernization, and ESG are the main leadership issues… 
but Automation and Emerging Tech are where the investments are

Importance to the leadership agendas today

Sample: 602 executives across Global 2000 enterprises
Source: HFS Research, 2022 

Top initiatives underway to meet strategic priorities

38%

36%

32%

30%

29%

26%

24%

23%

21%

21%

21%

Security, privacy, and regulatory
compliance

Accelerate digital modernization

Environmental Sustainability & Gov'nce

Revenue growth

Product/service Innovation

Ability to use data as a business asset

Margin/Profit

De-risk our supply chain to ensure that it
is far more resilient

Diversity, Equity, & Inclusion

Reducing staff attrition

Training / developing staff

31%

30%

27%

27%

26%

25%

25%

24%

23%

22%

21%

Improving Automation

Leverage emerging new
Technology

Sense and Respond to market
shifts in Customer Behavior

Modernizing Apps for the Cloud

Product/service Innovation

Finding Skills for future and
Solving Talent Crunch

Major investments in Security

Improve Supply Chain
transparency and resiliency

Environmental  Sustainability

Using/Improving Data as an
Asset

Diversity, Equity & Inclusion

#HFSSuperSummi t |  5



© 2022 | HFS Research 66

67%

23%

9%

Automation Beginners

Automation Value Hunters

Automation Champions

10 years on and we’re only just getting started! Nearly 70% of 
enterprises self-rated themselves as “Automation Beginners”
Which of the following statements best characterizes the overall maturity of your automation initiatives?

• Automation Champions are changing the status quo.

• Have a clear mandate, strategy, and roadmap. 

• Clear goals and way of measuring success. 

• Automation Value Hunters - charting new territories with 
automation and finding value beyond cost/efficiency. 

• Have experience leveraging multiple automation 
technologies

• Automation Beginners - typically focused on RPA and 
starting to use more automation technologies (e.g., ML). 

• Automation initiatives mostly driven by individual business 
units and typically focused on cost/efficiency. 

Sample: 511 Global 2000 enterprises
Source: HFS Research, 2022 
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Lack of capable staff and quality data have risen to the top as critical issues

13%
10% 13% 11% 9% 8% 8% 7% 7%

12%
12%

11%
8% 11% 9% 10% 8% 6%

9%
12% 10%

11% 10%
9%

12%

7%
9%

Hiring quality
staff

Lack of
centralized data

governance
across the

organization

Retaining
quality staff

Poor
automation of

processes / data

Organizational
silos / Lack of

internal
alignment

Staff reluctance
to return to the

office

Lack of
innovation from

third party
services

Lack of C-level
leadership

commitment

Poor software
applications

Rank 1 Rank 2 Rank 3

What are your company’s internal challenges to meet your strategic objectives?

Sample: 602 executives across Global 2000 enterprises
Source: HFS Research, 2022 
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2 Winning the Talent War steals the market
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7 out of 10 employees will leave their current employer if/when 
the right opportunity presents itself... across the globe
Do you intend to be with your CURRENT EMPLOYER for the next 12 months?

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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Experienced workers less likely to leave

34%

18%

48%

33%

21%

45%

24% 25%

51%

33%

41%

27%

0%

10%

20%

30%

40%

50%

Yes I am not actively looking out but would be
open if the right opportunity comes across

No, I am actively looking for work with a
new employer

18-25 26-35 36-49 50-64Age Range

Do you intend to be with your CURRENT EMPLOYER for the next 12 months?

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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3%

16%

8%

4%

8%

60%

31%

6%

63%

18%

54%

65%

27%

7%

7%

24%

I am PASSIONATE about the IT/Business services
industry because of the difference it can make to the

Global 2000 enterprises

It would be difficult for me to find another job as good as
this one

I would accept a similar job with a COMPETITOR within
my industry for a 30% salary increase, regardless of the

firm

I would like to feel more CHALLENGED in my current
role

Completely Disagree Disagree Agree Completely Agree

Employees feel under-challenged and are ready to jump ship.  
But they see POTENTIAL…

Bored

But See 
Potential

Disloyal

Fearless to 
move

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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India leads desire to work remotely

12%
22%

11%
23% 23% 25%

66%
54%

55%
41%

51%
42%

India Philippines US UK Western Europe Eastern Europe

I prefer mainly a work-from-home environment with occasional in-office

I prefer a fully remote office / work-from-home environment

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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Gen-Zs want to work for start-ups, Gen-Xers want to start their 
own businesses

0%

10%

20%

30%

40%

My current employer A competitor of my
current employer

A start-up One of my client
organizations within the
global 2000 enterprises

A technology product /
SaaS company

I want to start my own
company

Which of the following best describes your dream employer?

18-25 26-35 36-49 50-64Age Range

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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Men even more determined to remain in a remote environment 
than women!

21%
11%

52%
61%

Male Female

Extent of Remote Work

I prefer mainly a work-from-home environment with
occasional in-office

I prefer a fully remote office / work-from-home
environment

59%

52%

Male Female

Preparedness to leave with in-office 
mandate

Would you consider leaving your current employer if
they mandated 3 (or more) days per week in-office?

Answer = Yes

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, September 2022
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60% 58%
44%

54% 54%
61%

India Philippines US UK Western Europe Eastern Europe

Mandating an in-office return puts half the workforce at risk
Would you consider leaving your current employer if they mandated 3 (or more) days per week in-office?

17% 18% 10% 14% 17% 19%

42% 41%

34%
40% 37%

43%

India Philippines US UK Western Europe Eastern Europe

However, only 1 in 6 staff are an immediate risk of jumping ship 
with an in-office mandate 

I would take my time and evaluate options

I would start making plans as soon as
possible

How soon you consider leaving your current employer if they mandated 3 (or more) days per week in-office?

Source: HFS Services Talent Study, 
September 2022 

Sample: 1800 Services employees across the 
US,  UK, India, Philippines, Western 
and Eastern Europe
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Source: HFS Services Talent Study, 
September 2022 

Sample: 1800 Services employees across the 
US,  UK, India, Philippines, Western 
and Eastern Europe

40% 46%
58% 59% 55% 54%

India Philippines US UK Western Europe Eastern Europe

Staff bracing for a recession, especially in US and 
Europe

The current threat of an impending economic recession is impacting my thinking about
staying / leaving my current job

57% 53%
40%

53% 54%
64%

38% 43%
58%

47% 46%
36%

India Philippines US UK Western Europe Eastern Europe

US staff more included to jump ship in a recession
I am more inclined to stay in my current job I am more inclined to leave my current job

#HFSSuperSummi t |  16



© 2022 | HFS Research 1717

https://www.youtube.com/watch?v=-c4CNB80SRc
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“We’re the biggest start-up on the planet… we all meet for three hours once 
a week, and we all talk about everything we’re doing – the whole business.  

There’s tremendous teamwork at the top of the company, which filters down 
to tremendous teamwork throughout the company.  And teamwork is about 

trusting the other folks to come through with their part without watching 
them all the time.’

“You have to be run by ideas, not hierarchy.”

-- Steve Jobs

#HFSSuperSummi t |  18



© 2022 | HFS Research 19

Ambitious enterprise rethinking hierarchies and leadership roles

Chief Executive Officer

Long-term infinite mindset
Strategy to drive profit with a purpose

Forcing the change that is needed 
Balancing the desires of the stakeholder mix

Collaborative innovative culture
ESG mandate 

Chief Partner Experience 
Officer

Supply chain partners
Industry partners

Cross-industry partners
Technology & Business Service 

Partners
Hyperscaler Partners

Chief Transformation 
Officer

IT and Business Operations
End-to-end process ownership

Data & decisions
Cybersecurity

Enabling technologies 
(automation, AI, blockchain, 5G, 

and others) 

Chief Customer Experience 
Officer

Anticipate customer needs
CX Design and Delivery

Digital + Physical engagement
Mindshare growth (marketing)

Wallet-share growth (sales)

Chief Employee 
Experience Officer

OneOffice skills
Digitally Fluent Workforce

Drive organizational values
Organizational change 

management
Alternative talent models

Internal stakeholder alignment

#HFSSuperSummi t |  19
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3 How Services must evolve from Effort to 
Performance to Purpose to win
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Offshoring
Globalization

Shared Services /
Nearshoring
Centralization

The Internet

Client/ Server

ERP

Six Sigma

LEAN

Basel II

Private Cloud

Open Source

Digital 
Business 
Models

IOT

Public Cloud

eBusiness

Digital 
Marketplaces

ASPs

Sox

Y2K

Euro Currency 
Conversion

VOIP

3G

RPA

Enterprise IT 
dressed up as 

Digital

Intelligent 
Automation

Machine 
Learning

AI

Blockchain

5G

The Guerrilla 
Sharing 

Economy

Digital 
Workers

Outsourcing
Analog

Basic Digital
Responsive

2022+
Autonomous, 

Hyperconnected 
Supply Chains

Data-driven 
Virtual 

organizations

Metaverse

Final phase of 
Cloudification

Back Office 

Front Office 

Back Office 

Front Office 

OneOffice
Process-Driven 

Real change drives 
rapid pivot to OneOffice 

OneEcosystem
Fluid, unstructured 
Hyper-connected

Data-driven

Evolution to the OneOffice Mindset and OneEcosystem
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HFS OneEcosystem: The Evolution of OneOffice 

OneEcosystem
• Drive profit with a purpose
• Develop organization structures that foster 

a sense of community
• Reward skills and culture that drives 

collaboration
• Treat data as an asset
• Create autonomous processes
• Stay at the edge of technology innovation

Employee Experience (EX) 

DIGITAL INFRASTRUCTURE
• Digitalization and Automation of Processes
• Cloudification and Security
• Unification of Data

AUGMENTED WORKFORCE
• Autonomous, Agile Mindset
• Inclusive, Digital Mindset
• Aligned Outcomes
• LEAN and Design Thinking

ANTICIPATORY INSIGHTS
• Predictive Analysis
• AI Orchestrated Processes
• Machine Learning

Customer Experience (CX)

TOUCHLESS 
INTERACTION

REAL-TIME 
PERSONALIZATION

MOBILE AND 
SOCIAL 
ENGAGEMENT

CUSTOMER-
DRIVEN 
PROCESS 
DESIGN

Partner Experience (PX)

• Collaboration & People
• Shared Goals & Incentives 
• Secure, Private & Trustworthy Data
• Distributed infrastructure
• Ubiquitous Connectivity 

TM
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• Efficiency and effectiveness 
mindset

• Unified data reporting 
• Domain expertise
• Process workflow

• Cloudification
• Cybersecurity
• Automation
• Machine learning
• Predictive analytics

• Growth mindset
• Internal collaboration 
• Data-led decision making 
• Digitally fluent talent
• Human + machine processes 

• Cloud native
• Edge computing
• Artificial intelligence
• Prescriptive analytics
• Internet of things

• Infinite mindset
• External collaboration
• Data-monetization
• Creative talent
• Autonomous processes
• Physical – digital convergence 

• Industry cloud
• Blockchain
• Web3 & Metaverse
• 5G
• Quantum computing

Horizon 1: Digital
Digitally optimized processes to 
drive superior business 
outcomes

Horizon 2: OneOffice
End-to-end organizational alignment 
across front, middle, and back to 
drive unmatched stakeholder 
experience

Horizon 3: OneEcosystem™
Collaboration across multiple 
organizations with common objectives 
around driving completely new sources 
of value

FUNCTIONAL

LINEAR

NETWORK

EXPONENTIAL

ENTERPRISE

EXPERIENTAL

VALUE ASPIRATION

INNOVATION SCOPE

Organization 
characteristics

Emerging tech. 
adopted at scale

The HFS Enterprise Innovation Framework
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Digital is now Horizon 1 – it is essential for survival. We are 
hurtling towards Horizon 3 to find new sources of value

63%

29%

9%

29%

44%

27%

Horizon 1: Functional digital transformation.
Digitalized processes to drive improved business
outcomes focusing on individual elements of the

value chain

Horizon 2: Enterprise transformation: End-to-end
organizational alignment across front, middle, and
back to drive unmatched stakeholder experience

Horizon 3: Ecosystem transformation: Collaboration
across likeminded organizations with common

interests to find completely new sources of value

Current Innovation Focus Expected innovation focus in 2 years

What is your organization’s current expected innovation focus?

Sample: 602 executives across Global 2000 enterprises
Source: HFS Research, 2022 
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Effort, Performance, Purpose: The Three Evolutions of Services

Relationship maturity 

R
el

at
io

ns
hi

p 
va

lu
e

Stage 1: Effort 

Stage 2: Performance

Stage 3: Purpose

Most services relationships 
get stuck at stage 1 and start 
witnessing diminishing returns

• The client pays for the inputs
• Example: Time & Material, 

FTE pricing
• The focus is on cost and 

efficiency

• The client pays for the 
output/outcomes

• Example: Gain sharing, 
performance pricing, 
innovation fund

• The focus is on driving 
business outcomes for client

• Both client and supplier share 
a common purpose 

• The focus is on driving 
shared outcomes for both 
parties

#HFSSuperSummi t |  25
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“Without owning something over an extended period of time, like a few 
years, where one has a chance to take responsibility for one’s 

recommendations, where one has to see one’s recommendations through all 
action stages, accumulate scar tissue for one’s mistakes and pick oneself off 
the ground and dust oneself off, one only learns and a fraction of what one 

can.  Not owning the results, not owning the implementation, is a fraction of 
the value and a fraction of the opportunity to learn and get better”

-- Steve Jobs 

#HFSSuperSummi t |  27
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HFS is a unique analyst organization that combines deep 
visionary expertise with rapid demand side analysis of the 
Global 2000. Its outlook for the future is admired across 
the global technology and business operations industries. 
Its analysts are respected for their no-nonsense insights 
based on demand side data and engagements with 
industry practitioners. 

HFS Research introduced the world to terms such as 
"RPA" (Robotic Process Automation) in 2012 and more 
recently, the HFS OneOffice™. The HFS mission is to 
provide visionary insight into the major innovations 
impacting business operations such as Automation, 
Artificial Intelligence, Blockchain, Internet of Things, 
Digital Business Models and Smart Analytics. 

About HFS
Insight. Inspiration. Impact.

www.hfsresearch.com

hfsresearch

www.horsesforsources.com

http://www.hfsresearch.com/
https://www.linkedin.com/company/hfs-research/
https://www.horsesforsources.com/

