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Making Services Sexy Again

1 – The State of Services Talent

2 – Making Services Sexy Again (Or was it ever sexy?)

3– Group discussion
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1 The state of services talent
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HFS launches the first-ever employee study focused on the IT and business 
services industry (September 2022)

1,800 full-time employees

Global outreach Across all age groups And educational background

• Accenture
• Atos
• Capgemini
• Cognizant
• Concentrix
• EXL

• Genpact
• HCL
• IBM
• Infosys
• LTI / Mindtree
• TCS

• Tech Mahindra
• Teleperformance
• Wipro
• WNS

48%

12%

21% 9%

5%

5%

India Philippines
US UK
Western Europe Eastern Europe

32%39% 27%
3%

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

246% 44%

8
%

High school Graduate 
Post graduate Doctorate / PhD
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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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7 out of 10 employees will leave their current employer if the right opportunity 
presents itself….

Yes, 31%

I am not 
actively looking 
out but would 
be open if the 

right 
opportunity 

comes across, 
22%

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

47%

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

Nearly 50% are 
actively looking out

69%

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

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

Do you intend to be with your current employer for the next 12 months?

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
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Audience Poll: What are the benefits having staff working remote? (select two 
from the following)

8%

29%

12%
8%

43%

0%

Our staff are happier Better work / life
balance

Time / cost of
commuting saved

Better productivity
from most most staff

Ability to hire talent
from anywhere

There are no benefits
on remote working
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Audience Poll: What are the biggest issues / drawbacks having staff working 
remote? (select two from the following)

27%

8%

34%

1% 0%
3%

25%

1%

We are not
experiencing any

major issues /
drawbacks

compared to pre-
pandemic

We are losing our
identity as a

company

We cannot train
staff effectively,
especially junior

people

Productivity is
down

Work quality is
down

Motivation /
engagement is

down

Staff collaboration
is significantly

poorer than pre-
pandemic times

Remote working
has created privacy

/ security issues
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Audience Poll: Shall we mandate in-office by year end??

5% 3%

23%

65%

4%

Yes, we need to issue a full-
time mandate

Yes, 3 days per week
mandated (will issue / already

issued)

Yes, 1-2 days per week (will
issue / already issued)

No, just make the office
available for when staff want

to use it

Still unsure what to do



© 2022 | HFS Research 1818© 2022 | HFS Research

2. It’s time to make our 
industry sexy again
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Two decades 
ago, our industry 
was the #1 
choice for top 
engineering 
talent… 
…and I was young
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The IT / Business services industry today is no longer the #1 choice. Only 11% 
consider their current employer as the “dream employer”

Which of the following best describes your dream employer?

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

11%

10%

21%

12%

18%

21%

3%

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

Academia

Start-ups, stating up, and 
SaaS are hot
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The employee NPS score for the IT/business services industry is NEGATIVE!
(NPS = Promoters – Detractors)

Would you recommend your CURRENT EMPLOYER to friends and family? 
(Scale of 1-10 where 1=Absolutely not and 10=Absolutely yes)

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

1 2 3 4 5 6 7 8 9 10

1% 2% 2% 3% 8% 18% 26% 22% 12% 7%

Detractors Passives Promoters NPS
(Promoters – Detractors)

-13%
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Nearly 90% of employees are still passionate about the IT/Business 
services industry, but a majority feel that the industry needs a facelift

3%

10%

8%

36%

63%

47%

27%

7%

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

Global 2000 enterprises

I feel the IT / Business services industry has lost its
sheen and needs a facelift

Completely disagree
Disagree
Agree
Completely agree

To what extent do you agree / disagree with the following statements?

Sample: 1,800 employees across leading IT/business service providers
Source: HFS Research, 2022
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Audience Poll: How can we make our industry “sexy” again? (Select ONE option 
that you think will make the most impact to attract top talent to our industry)

2%

52%

20%

7% 5%
9%

5%

There is not much we
need to do. The

industry is in great
shape

Try to detach our 
primary revenue 

model from “effort” 
and drive it based on 

“value.” That will 
make jobs in our 

industry more 
challenging and 

rewarding

Design careers that
create job variety, not

just fancier titles.

Design jobs where
employees are

required to make
decisions.

Enforce an “up or out” 
policy to drive 
meritocracy

Don’t undersell the 
impact that our 

industry makes for 
leading global brands 

and business

There is nothing much
we can do. This

industry was never
sexy and never will

be!
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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/

