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Redistribution

Redistribution policy Policy

Whitelane Research PowerPoint Presentation/Final Report

Embargo:
All results are embargoed until Monday, 3 February 2024. ::"\ ’ \
Distribution: . ; g Stud 4
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No portion of the PowerPoint presentation or final report may be
redistributed or used for marketing purposes without obtaining prior
permission from Whitelane Research.
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Publication:

Only the general satisfaction ranking is allowed for publication.
The subdomain and KPI rankings may not be disclosed to the public.

Service providers may refer to these results online but are not permitted to The full PowerPoint/Final Report or any part of it may not be
reproduce the complete graph. shared outside of your organisation. You may show parts of
the presentation to clients on an individual basis (not to
Press Releases and other Marketing: consultants). If someone outside your organisation would
like a copy of the presentation or report, please refer them
Before publishing any press releases or other mass marketing (e.g. LinkedIn to us. Whitelane will then provide the client with a
posts) related to these results, service providers should obtain review and personalised copy.

approval from Whitelane Research.
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Research methodology

Close to 2,300 participants of the
top IT spending organisations in
Europe have evaluated over 6,000
unique IT sourcing relationships
and more than 6,500 cloud
platform sourcing relationships.
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Infroduction &
methodology
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The research findings are solely based on the data
received in the market study from the respondents
surveyed.

The IT sourcing services under evaluation are consumed
by the country/region where the study is conducted. The
evaluations are not weighted by any deal
characteristics, such as the annual contfract value.

Whitelane Research is a completely independent
organization.
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Profile of survey respondents Introduction &
methodology

Technology & telecommunications; 4%

Retail; 5%

Manufacturing & chemicals,
consumer goods and
pharmaceuticals; 29%

Other; 7%

Transport & logistics; 8%

Energy & utilities; 8%

Public sector; 15% ) ) .
Financial services; 24%
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IT SOURCING STUDIES

Whitelane Research

Unigue and extensive annual IT sourcing
L L. . ,. studies surveying ClOs of the largest IT
Providing unparalleled insights into IT spending organizations across Europe

service provider performance in Europe about their opinion on their sourcing
‘ plans and IT/cloud service providers.

Whitelane Research, a trusted independent research
organization, has been leading the way in IT sourcing -
research across Europe for over a decade. e - END-USER EVENTS

Our renowned studies feature 2,000+ client " : %;‘, Our events programme offers access to
organizations evaluating 5,000+ IT sourcing = N TN a senior-level network, presentations on
relationships yearly. o WV S } sourcing topics and from leading CIOs
. = on their sourcing journey, insights from
the service provider community, and
exclusive networking opportunities with
like-minded corporate executives.

With 500+ annual in-depth interviews with IT
executives, Whitelane is the definitive authority in
identifying the top-performing service providers in
Europe.

CORPORATE MEMBERSHIPS

Our corporate membership offers
exclusive benefits, including tailored
private sessions, client reference calls,

connections with provider executives,
access to detailed country reports and
industry-specific intelligence, and
participation in all Whitelane events.
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What are your organisation’s plans for the next two years with regard to IT sourcing? IT sourcing

frends

We will spend more of our IT budget on external providers . We will spend less of our IT budget on external providers

There will be no change We don't know yet
2024/2025
14% 15% 14%
33% 31%
36%
13%
19% 15%
34% 39% 36%
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What are your organisation's plans for the next two years with regard to IT sourcing? L2

IT sourcing

(By industry) frends

We will spend more of our IT budget on external providers . We will spend less of our IT budget on external providers

There will be no change We don't know yet

2024/2025

Financial Services 33% 10% Financial Services 35% 16%

Manufacturing & Chemicals, Manufacturing & Chemicals,
Pharmaceuticals & 37% 19% 14% Pharmaceuticals & 43% iy 13%
Consumer Goods Consumer Goods

Public Sector 33% 14% Public Sector 42% 12%

Other 34% 14% Other 40% 16%
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What are your organisation’s plans for the next two years with regard to IT sourcing? L2

IT sourcing

(By country/region) frends

We will spend more of our IT budget on external providers . We will spend less of our IT budget on external providers

There will be no change We don't know yet
43% 43%
39% 40% 40%
36%
36% 35%
31% 31% 31%
29%
27% 28% 27% 27%
23%
227 21% 21%
19%
18% 17%
15%
13% 13%13% 14% 13%13%
12%
M1%
Belux 2024 France 2024 Germany 2024 Netherlands 2024 Nordics 2024 Spain 2024 Switzerland 2024 UK 2024
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What are the reasons your organisation is planning to increase the use of external L2

IT sourcing

IT providers? frends

2024/2025

Access to resources/talent

I
an
N

50% More scalability to business needs _ 507

More scalability to business needs

Focus on core business

w“n o [—

Access to innovation

36% Improvement of service quality _ 367

Improvement of service quality

Business transformation

2% B o oocion I

36% Business tfransformation _ 36%

Cost reduction

46%

17% More financial fiexioiity TN 17%

More financial flexibilit
[ ial flexibility 23%

10% More cost transparency - ]07;47
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What are the reasons your organization is planning to increase the use of external L2

IT sourcing

IT providers? (By indusiry) frends

Access to
Industry resources
& talent

More Focus on Access to Service quality Business Cost More financial More cost
scalability core business innovation improvement transformation reduction flexibility fransparency

N w
31% 36% 34% 19% 8%

Financial Services 51% 48% 42%

Manufacturing &
Chemicals,

Pharmaceuticals & 52% 54% 49% 42% 33% 36% 36% 19% 1%
Consumer Goods
Public Sector 55% 49% 44% 45% 40% 42% 15% 11% 11%
Other*

51% 49% 44% 36% AN% 34% 33% 16% 8%

*Other includes Energy/Utilities, Retail, Transport & Logistics, Telecommunications & Technology and other industries

© 2025 Whitelane Research
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What are the reasons your organization is planning to increase the use of external L2

IT sourcing

IT providers? (By country/region) frends

Access to . . . " .
More Focus on Access to Service quality Business Cost More financial More cost

CeunlieeEn rez ?:Ir;:::s scalability core business innovation improvement | transformation reduction flexibility transparency

‘ N S
Belux 61% 46% 50% 35% 36% 32% 28% 15% 12%

France 28% 46% 53% 38% 40% 18% 48% 20% 13%
Germany 1% 38% 56% 42% 28% 28% 4% 20% 14%
Netherland

etherlands 56% 51% 49% 44% 42% 45% 23% 12% 10%
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What are the reasons your organization is planning to increase the use of external L2

IT sourcing

IT providers? (By country/region) frends

Access to
Country/region resources
& talent

More Focus on Access to Service quality Business Cost More financial More cost
scalability core business innovation improvement | transformation reduction flexibility transparency

L »
Nordics 50% 54% 37% 30% 33% 32% 15% 8%
Spain 53% 60% 35% 46% 39% 34% 18% 15% 5%
Switzerland 58% 30% 53% 43% 45% 28% 58% 28% 13%

United Kingdom 57% 54% 38% 40% 36% 52% 38% 23% 12%
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What are the reasons your organisation is planning to decrease the use of external 02

IT sourcing

IT providers and do more IT in-house? frends

Financially more aftractive than outsourcing

53%

Retain own key knowledge 45%

Team stability (less attrition) _ 36%
Faster fime-to-market/improved quality _ 33%
Challenges working with providers in Agile/DevOps teams _ 21%
Smoother business fransformation _ 21%
Nearshore/offshore via in-house 'captive center' _ 20%
Focus on innovation _ 17% Top 5 insourcing drivers in 2023/2024:

Retain own key knowledge

Faster time to market/improved quality

More team stability

Financially more attractive than outsourcing
Working with providers in Agile/DevOps teams

2024/2025 European IT Sourcing Study © 2025 Whitelane Research

Cybersecurity concerns 10%
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Regulatory compliance 10%
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Governance capabilities IT sourcing
frends
. Very significant improvement required Moderate improvement required No improvement required
Client perspective
With regard to your own organisation, how much improvement is Overall, how much improvement is required by your clients
required for the following governance capabilities? for the following governance capabilities?

Sourcing strategy REYA 59% Sourcing strategy 21% 73%

Supplier selection and contracting glWA 57% Supplier selection and contracting 76%

Transition & change management 23% 61% Transition & change management 42%

Business relationship management /
demand forecasting

Business relationship management /

demand forecasting 55%

19% 60%

Contract & vendor management BREYA 59% Contract & vendor management BEYA 67%
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What are your top three IT investment areas in the coming two years? IT sourcing

frends

56%

Strengthen security, resilience, and cyber defense

Automate key business processes 53%

Save costs 44%

Advance Al and machine learning solutions 44%

79 Migrate core business apps to the cloud 37%

Enhance solutions to maximize big data value 29%

Recruit more IT and digital talent 21%

Transition to composable architectures 17%

Develop a hybrid work culture (home and office) M%

Diversify workforce by adding delivery centers in new locations 8%
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In what way are you thinking of changing the mix of your outsourcing delivery - Sogfdng
model? trends

‘ It will decrease No change It will increase

2024/2025

Offshore 15% 58% Offshore 17% 58%

Nearshore WFA 58% Nearshore W&A 59%

54%, Onshore 55%

Onshore
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To what extent does your organisation use Al or Generative Al? IT sourcing

frends

1% 6%
8%
18%
N/A -1 don't know
‘ We do not use Al or Generative Al significantly
We experiment with Al significantly but do not currently use it

We use Al with a minor impact on our business processes

We use Al with a significant impact on our business processes

38%
‘ We use Al, and it has fransformed our business operations

29%

© 2025 Whitelane Research
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To what extent does your organisation use Al or Generative Al? (By industry) Tsourcing
rends
2%
Financial Services 6% 25% 40%
1%
Manufacturing & Chemicals, N/A -Tdon't know
Pharmaceuticals & 6% 27% 40% . _
Consumer Goods . We do not use Al or Generative Al significantly
We experiment with Al significantly but do not currently use it
1% We use Al with a minor impact on our business processes
We use Al with a significant impact on our business processes
Public Sector 38% 26%
‘ We use Al, and it has transformed our business operations
2%
Other 30% N%
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Service provider coverage in Europe

Service Provider

Number of Evaluations

Service Provider

03

General
NeliN{eleiile]a)

Number of Evaluations

Accenture 320 T-Systems 106
Capgemini 290 Orange Business 104
TCS 288 PwC 80
Atos/Eviden 281 EPAM 79
DXC Technology 217 Computacenter 70
NTT DATA 206 BT 68
IBM EY 68
CGl Orange Cyberdefense 68
Deloitte Tech Mahindra 63
HCLTech 152 LTIMindtree 62
Infosys 146 Econocom 59

Kyndryl 138 Verizon 53
Sopra Steria 134 Hexaware 45
Cognizant 131 Stefanini 34
Wipro 127 GIT 31

Inetum 126 AT&T 25
Fujitsu 120 Persistent 25
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IT service towers General

NeliN{eleiile]a)

Day-to-day development and maintenance of applications, for instance, using
DevOps, Scrum or Waterfall.

('\. Major new application/platform roll-outs, cloud transformations, large
O application portfolio transformations.

rQJ Day-to-day maintenance, infegration and support of data center,
- managed infrastructure and laaS/Paas services.

Day-to-day maintenance and support of digital workplace, including on-site
support and the service desk/helpdesk.

Il
0

Services to connect people and assets across locations
(including managed WAN, SD-WAN, SASE, and private 5G/IoT).

Security Services that are delivered separately from the other services
(e.g. SOC, SIEM, SOAR services).

2024/2025 European IT Sourcing Study © 2025 Whitelane Research
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Scoring methodology and service provider categorisation General

NeliN{eleiile]a)

Satisfaction scores Exceptional Performers

« Respondents are asked to evaluate their overall
satisfaction with each IT sourcing relationship and
its corresponding service provider. The question
posed is: "On a scale from very unsatisfied to very
satisfied, how satisfied are you in general with
these service providerse

» Service providers who rank above the typical spread of
the market are categorised as “exceptional performers”.
This means their satisfaction scores stand out compared to
the other ranked service providers.

» Instatistical terms, exceptional performers score higher
than the market average, increased by the standard

« The scores are calculated as percentages using deviation

the table below:

KEY TO SCORES

Very unsatisfied 0%
Unsatisfied 20%
Somewhat unsatisfied 40% . . . .
E——————— 0% . Semge providers Who qo not och|¢ve exceptional status
S — but still have a satisfaction score higher than the market
» average are categorised as “strong performers”.
Very satisfied 100%
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IT service provider performance
Satistaction by IT service tower
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Application services satisfaction by

IT service tower

5222 TCS T 827
g 63 P AM | 827
S 38 Hexaware [T e 81%
* 88 HCLTech | 79%
139 | DXC Technology I e 79%
113 Infosys | R 787
76 S¢en | WA
80 Wiporo | 777
38 enu | A
251 Accenture | 187
112 NjpgoZypee WA
49 Fujits L | 767
48 Tech Mahindrc: | E—— IR 1167
53 LTIMindtrec | E— OO 157
101 Deloitte | IR 157, .
Exceptional performers
34 T-Systems | E— O 757
28 -=- Wy SEME) PO
108 Cognizant | IEEIEEiiiiRR 157
.
100 Sopra Steric | —— IRy 15,
Very unsatisfied 0%
146 CG| | vcccucccccccccccccccccccnnuuuiiiiiiiiiiiRR 157 .
o o Unsatisfied 20%
220 Capgemini | OOy 14% somewhat unsatfisied  40%
126 Atos/Eviden | 137 Somewhat satisied | 60%
104 IBM 697 Satisfied 80%
32 Kyndryl . 1% Very satisfied 100%
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NeliN{eleiile]al e}Y

Application services (Comparison with 2023/2024) a0 oY

2024/2025
€228 0% TCS I 82% 5210 TCS 82%
T 63 ¢ 0% EPAM I I 827 g 3 EPAM 82%
g3 1% Hexaware I 81% s Kl Hexaware 80%
*= 8 5 3% HCLTech I 79% w 111 Infosys 79%

139 1% DXC Technology NN 79% 207 Accenture 78%

13 -1% Infosys I 78% 96 NTT DATA 78%

76 2% Inetum I 77% 121 DXC Technology 78%

80 0% Wipro I 77% 88 Deloitte 77%

38 0% PWC I | 77% 22 Kyndryl 77%

251 -2% Accenture I 76% 73 Wipro 77%

112 2% NTT DATA I 76% 39 PwC 77%

49 0% Fujitsu I 76% 198 Capgemini 76%

48 4% Tech Mahindra GGG 76% 33 Fujitsu 76%

53 0% LTIMindtree I 75% 76 HCLTech 76%

101 2% Deloitte I 75% 51 LTIMindtree 75%

34 1% T-Systems I 75% 73 Inetum 75%

28 1% EY I 75% 95 Cognizant 15%

108 0% Cognizant I 75% 39 T-Systems 74%

100 Sopra Steric NG 5% 33 EY 74%

146 1% CGl I /5% 107 CGl 74%

220 2% Capgemini NN 74% 42  Tech Mahindra 72

126 2% Atos/Eviden I 737 97 IBM 71%

104 % BM . 69% 119 Atos/Eviden 1%

32 Kyndryl I 1% 73 Sopra Steria 70%
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Application services satisfaction by

IT service tower

Financial Services 81% 77%

Manufacturing & Chemicals, Consumer Goods &

Pharmaceuticals N/A 75%

Belux 83% 77%
Netherlands N/A 77%
Nordics N/A 76%
United Kingdom 83% 74%
Switzerland N/A 77%
Spain N/A 80%
Germany N/A 74%
France N/A 75%
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Application services (Detailed satisfaction) Satisfaction by

IT service tower

£ 222 Cs 3% 16%
5 63 EPAM 5% 1%
% 38 Hexaware 5% 8%
* 88 HCLTech [i% 19%
139 DXC Technology f 7% 17%
113 Infosys 4% 16%
76 A 4 .
- Inv?/’ir::) 3%47 25;4‘7 25719% . Very unsatisfied
38 PwC 26% Unsatisfied
251 Accenture [ 4% 20%
112 NTT DATA 1% 19% .
49 Fuiitsy 7 - — Somewhat unsatisfied
48  Tech Mahindra 2% 29% -
53 LTIMindtree 77 4% 21% somewnat safisfied
101 Deloitte [ 1% 33% .
34 T-Systems 26% safisfied
28 EY 1% 14% .
108 Cognizant 6% 23% . Very satisfied
100 Sopra Steria 6% 25%
146 CGl 5% 29%
220 Capgemini 5% 28%
126 Atos/Eviden [ 7% 27%
104 IBM E 8% 25%
32 Kyndryl 9% 38% 6%
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Application services(Likeliness of contract renewal) Satisfaction by

IT service tower

g 203 TCS 36%
(_83 58 EPAM 33%
o 35 Hexaware 34%
T 76 HCLTech E 43%
119 DXC Technology 47%
102 Infosys F 42%
61 Inetum 39%
69 Wipro K& 49%
31 PwC 52% . (Almost) certainly not
222 Accenture B 49%
103 NTT DATA 45% Probably not
39 Fujitsu  IBZ 44%
42 Tech Mahindra 52% Probably
50 LTIMindtree 54%
78 Deloitte K 58% (Almost) certainly
28 T-Systems 36%
23 EY 61%
100 Cognizant [ 42%
84 Sopra Steria 43%
124 CGl 73A 42%
192 Capgemini 7 52%
98 Atos/Eviden 42%
87 IBM 52%
27 Kyndryl 7% 56%
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IT service provider performance
Satistaction by IT service tower
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Digital transformation Satisfaction by

IT service tower

£128 TCs I N 797

g 44 EPAM I I 79

5 49 wipro I B 787

" 47 inetum I R 777
44 PwC I I 777
100 Deloitte I B 77
20 Hexaware I I 777
42 EY I I 777
74 | DXC Technology I B 767
66 Infosys I B 767
60 Cognizant I B 767
190 Accenture I B 767
77 NTT DATA I I 767
3 [MMindfree I 757
109 Capgemini I 747 Exceptional performers
50 HCLTech I 737 Strong performers
35 Sopra Steric I 737,
= Col I 727
77 Atos/Eviden I 717 Very unsafisfied 0%
55 BV I 717 IS

Somewhat unsatisfied 40%

21 TechMahindra I 707 e —————
31 Kyndryl I 67 Safisfed 0%
3 Fujitsy I 45 Verysafisied  100%
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NeliN{eleiile]al e}Y
IT service tower

Digital transformation (Comparison with 2023/2024)

2128 & A TCS I 79% 5124 CS 85%
S44 ¢ 3% EPAM I B 797 g al EPAM 82%
24 5 2% Wipro I 787 ° 22 EE— 827
®47 & 1% Inetum NN 77% * 72 Infosys 81%

A4 1% PwC e 77% 46 NTT DATA 81%

100 2% Deloitte I 777 44 Wipro 80%

20 -5% Hexaware I 77% 63 DXC Technology 80%

42 EY e 777 - Acconture 78%

Z: DXC TeChTriCISS%/Z _: ;:3 118 Capgemini 78%

e ° 54 CGl 76%

60 1% Cognizant INNNENEGEGNGEN 76% 30 Inetum 6%

190 % Accenture HIIININEGEGEGEGEEEEEEE 76% e - .

77 -5% NTT DATA e 76% .

o MMindiree I 757, 2! FUlitsu 7p%

109 4% Capgemini G | 747, 25 LTMindfree 75%

50 2% HCLTech I 737 2 Cognizant 75%

35 2% Sopra Steric NI 737 41 HCLTech 75%

65 4% CGl I 727, 2  Tech Mahindra 797

77 -2% Atos/Eviden NG 7% 73 Deloitte 75%

55 1% BM I 715 62 Atos/Eviden 73%

21 78 Tech Mahindra I 707 27 EY 1%

3] N/A Kyndryl I 667 22 Sopra Steria 1%

32 9% Fujitsu I 467 56 IBM 70% 4

2024/2025 European IT Sourcing Study © 2025 Whitelane Research




03

Digital tfransformation Satisfaction by

IT service tower

Financial Services 78% 76%

Manufacturing & Chemicals, Consumer Goods &

Pharmaceuticals N/A 74%

Belux N/A 77%
Netherlands N/A 74%
Nordics N/A 73%
United Kingdom 80% 75%
Switzerland N/A 75%
Spain N/A 80%
Germany N/A 72%
France N/A 72%
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Digital tfransformation (Detailed satisfaction) Satisfaction by

IT service tower

5128 TCS 3% 18%
g 44 EPAM 2% 1%
o 4 Wipro 2% 31%
T 47 Inetum 2% 21%
44 PWC 5% 23%
100 Deloitte 2% 25%
20 Hexaware 5% 25% ‘ Very unsatisfied
42 EY 7% 21%
74  DXC Technology 5% 18% Unsatisfied
66 Infosys  %7/3% 24%
60 Cognizant 27% Somewhat unsatisfied
190 Accenture 7 4% 24%
77 NTT DATA 9% 21% Somewhat satisfied
32 LTIMindlree 38%
109 Capgemini 5% 24% Satisfied
50 HCLTech 17 4% 32%
35 Sopra Steria 14% 20% ‘ Very satisfied
65 CcGl BA3% 29%
77 Atos/Eviden 9% 23%
55 IBM Z 5% 27%
21 Tech Mahindra 14% 33%
31 Kyndiryl 6% 26%
32 Fujitsu 9% 34%
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Digital transformation (Likeliness of contract renewal)

116
41
46
37
39
80
19
36
64
61
56
174
70
32
97
4]
27
55
58
46
21
25
27

# evaluations

2024/2025 European IT Sourcing Study © 2025 Whitelane Research

TCS

EPAM

Wipro
Inetum

PwC
Deloitte
Hexaware
EY

DXC Technology
Infosys
Cognizant
Accenture
NTT DATA
LTIMindtree
Capgemini
HCLTech
Sopra Steria
Cal
Atos/Eviden
IBM

Tech Mahindra
Kyndryl
Fujitsu

30%

3 29%

48%

%
49%
55%
32%
61%

D%, 44%
DY 39%
D%, 48%
E 51%
E 44%

47%

52%
49%
56%

DY, 45%
47%
50%

43%
60%

A 37%

03

NeliN{eleiile]al e}Y
IT service tower

. (Almost) certainly not
Probably not
Probably

(Almost) certainly




IT service provider performance
Satistaction by IT service tower
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Cloud & infrastructure services Satisfaction by

IT service tower

g7 TCS I R 507

S ineturn | R 75

© 22 | Computacenter | R 757
80 NTT DATA | B 777
7 HCLTech | N 757
4 Wipro | N 757
79 Tsysterns - I B 757
45 Cognizant I N 757
116 | DXC Technology I 757
82 Capgemini - I | 757
85 Accenture I 747,
23 Tech Mahindra I 747
51 infosys - I /4% TR
120 Kyndry - I 727
55 Gl I 727, Strengipetiemer
39 Sopra steric - I 717
27 Deloitte I 71% Veryunsolified 0%
61 Fujitsy I 71% D
133 Atos/Eviden IR 707 e TE——— R
78 BM I 97 sofisied a0%
30 Orange Business [N 67% Very satisfied 100%
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Cloud & infrastructure services (Comparison with 2023/2024) Satisfaction by

IT service tower

g8 o TCs I . 307 595 1CS 80%
Swg 2% inetum - I N 787 S 4 NTT DATA 80%
g 22 2 3%  Computacenter GG E 78% E 38 Wipro 77%

80 O -3% NTT DATA I 77% 39 Inetum 76%

77 1% HCLTech ———— 767, 32 Infosys 76%

48 -1% Wislelw | W/3A ” Aecenture 76%

" % i ——— 17 Computacenter 75%

45 1% Cognizant [INIIEIENEGEGENEE 75%

116 0%  DXCTechnology GGG 75% & HCLTech 75%

82 2% Capgemini ] 75% 106 DXC Technology 75%

85 2% Accenture NG| 74% 69 T-Systems 74%

23 3% [CleafVelilgtelcel /A 29 Cognizant 74%

51 -2% Infosys (NN 74% 80 Fujitsu 74%

120 2% Kyndry! N 72% 63 Capgemini 13%

55 1% CCGl I 72% 50 CGl 71%

& 2% Sopra Steria - I — 717 15 Tech Mahindra 1%

27 N/A Deloitte NG 7% s Kynaryl 0%

61 . Fujitsu I 71% .

) 128 Atos/Eviden 69%

133 1% Atos/Eviden [IIINNENEGEGEGEGEEEN 707%

78 1% IBM I 69% 30 Sopra Steria 69%

30  NA  Orange Business [N (77 51 BM 8%
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NeliN{eleiile]al e}Y
IT service tower

Cloud & infrastructure services (Detailed safisfaction)

5 1cs 7 4% 16%
3l netum 7 4% 21%
9
o 22 Computacenter 27%
80 NTT DATA B 17 4% 18%
77 HCLTech 8% 14%
48 Wipro 7 4% 23% .
= I-Systerns I = = . Very unsatisfied
4 Cognizant 7% 27% Unsatisfied
116 DXC Technology E 5% 19%
82 Capgemini 6% 21% Somewhat unsatisfied
85 Accenture 7% 25%
23 Tech Mahindra 9% 30% Somewhat satisfied
51 Infosys 10% 18%
120 Kynaryl B2 7% 28% Satisfied
>0 cal ﬁ 2L 29% ‘ Very satisfied
39 Sopra Steria 5% 26% 8%
27 Deloitte 4% N% 4%
61 Fujitsu B 5% 23%
133 Atos/Eviden 73z 1% 17%
78 IBM 12% 28%
30 Orange Business 10% 50% 7%
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Cloud & infrastructure services (Likeliness of contract renewal) Satisfaction by

IT service tower

5103 TCS 37%
(_(:j 43 Inetum 47%
E 18 Computacenter YA 44%
69 NTT DATA 49%
69 HCLTech K 35%
45 Wipro YA 47%
71 T-Systems 38%
41 Cognizant 72 39% . (Almost) certainly not
105 DXC Technology 48%
68 Capgemini 56% Probably not
80 Accenture | 56%
20 Tech Mahindra IR 40% Probably
47 Infosys 26% .
— Kyndry 5 (Almost) certainly
51 CGl A 33%
30 Sopra Steria 40%
21 Deloitte 1%
46 Fujitsu 48%
109 Atos/Eviden 34%
70 BM K 49%
21 Orange Business A 48%
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Satistaction by IT service tower
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Workplace services Satisfaction by

IT service tower

76 rcs I I 507

51 | computacenter I I 79

52 wiro I I 757

44 | DXC Technology [N e 777

a1 et I I 77

23 stefanini I I 777

20 T-systerns I I 75

21 NTTDATA I 74

63 HeLTech I 747

43 tconocom [ 75

59 rojitsy e 73

2 infosys I 727 Zieslslell s,
26 col I 71 Sitengiperomer:
32 Capgemini GG 717
29 accenture [ 70

# evaluations

Unsatisfied 20%
74 Atos/Eviden [ 697 Somewhat unsafisfied  40%
25 Cognizant |, 687 B
Satisfied 80%
23 Kyndry! [, 7% Very safisfied 100%
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Workplace services (Comparison with 2023/2024) Satisfaction by

IT service tower

2024/2025
576 § az cs I 507 5 7¢ TCS 84%
o O
351 £ 1% Computacenter NN NN 757 2 28 Infosys 81%
© 5 2 - ;
= wipro IR i 757 <19 Accenture 79%
4 1% DXCTechnology NN 777 53 Computacenter 78%
I netum I 777 49 DXC Technology 76%
2B N/A stefanini - G 777 33 Inetum 76%
20 4 T-systerns GGG 757 55 Capgemini 757
21 am NTTDATA [ 747 s o S5
T HCLTech I 747,
15 NTT DATA 75%
B Econocom NI 37
40 Econocom 74%
5 0% Fujitsy I 737
68 HCLTech 78%
2% [ infosys G 727,
36 Wipro 73%
2 % ccl I 717 P 5
2 4% Capgemini [INEEG— 717 o Fujitsu 73%
» [ Accenture NG 707 3 ccl 72[e
ZEE atos/Eviden | INEEEGGEE 57 20 T-Systems 72
25 4% Cognizant NG 557, 27 Cogrizant 72%
2 yncry! I 77, ¢4 Atos/Evider “n |
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Workplace services (Detailed satisfaction) Satisfaction by

IT service tower

Site 1cs B 4% 16%
é 51 Computacenter 2% 25%
" 5 Wipro 12% 25%
44 DXC Technology 7% 14%
o inetum - ZZ22% 27%
23 Stefanini 9% 13% . Very unsatisfied
20 T-Systems 20% Unsatisfied
21 NTTDATA A 24%
63 HCLTech 5% 30% Somewhat unsatisfied
43 Econocom e L Somewhat satisfied
59 Fujitsu 5% 19%
2 infosys |FBA 4% 15% Safisfied
26 cCl - 23% ‘ Very satisfied
32 Capgemini 6% 34%
29 Accenture 7% 34%
74 Atos/Eviden [ 15% 20%
25 Cognizant E¥A 4% 28% 4%
23 Kyndryl 9% 26% 4%
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Workplace services (Likeliness of contract renewal) Satisfaction by

IT service tower

é 69 TCS 41%
73 45 Computacenter 49%
% 47 Wipro B2 43%
39 DXC Technology 8% 49%
36 Inetum YA 39%
22 Stefanini 45%
17 T-Systems 53% . (Almost) certainly not
15 NTT DATA 53%
56 HCLTech 39% rrobablynol
36 Econocom 56% Probably
43 Fujitsu 49%
25 Infosys 35% (Almost) certainly
24 CGl 50%
24 Capgemini VA 54%
25 Accenture 68%
60 Atos/Eviden 28%
23 Cognizant YA 48%
20 Kyndryl 50%
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Network & connectivity services Satisfaction by

IT service tower

548 TCs TN 81

- [ ———

- 25 T-Systems | e 78
29| DXC Technology [ e 779
27 s | b
43 HCLTech [ e 74
& Kynary! | . 747
i NTT DATA - [ 74
24 wipro | 73
45 Atos/Eviden [ 727
20 col I 707
2 e ———— Exceptondi pertrmer
49 verizon [ 697 strong performers
77 Orange susiess I
2 B ———

Unsatisfied 20%
20 capgemini [N 5% Somewhat unsatisfied  40%
2 o ——— somounct s 0%
Satisfied 80%

61 7 N 637 Verysafisied _100%
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Network & connectivity services (Detailed safisfaction) Satisfaction by

IT service tower

548 CS 2% 19%
(—g 22 Accenture 27%
% 25 T-Systems 16%
29 DXC Technology 24%
27 o 33%
43 HCLTech 7% 21% . Very unsatisfied
26 Kyndryl 4% 38% Unsatisfied
54 NTTDATA BT 1% 19%
04 Wipro 38% Somewhat unsatisfied
4 Atos/Eviden ﬁ 16% 18% Somewhat satisfied
20 CGl 5% 40%
29 Infosys 9% 392% Satisfied
49 Verizon 10% 41% ‘ Very satisfied
77 Orange Business I 10% 31%
28 Fujitsu 1% 25%
20 Capgemini YA 15% 30% 5%
25 AT&T WA 20% 32% 8%
61 BT % 1% 30% 5%
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Network & connectivity services (Likeliness of confract renewal) Safisfaction by

IT service tower

é 4] TCS 39%
TE 21 Accenture 76%
:':) 21 T-Systems 48%
27 DXC Technology KE¥VA 59%
25 GTT 56%
37 HCLTech 46%
22 Kyndryl 64% . (Almost) certainly not
47 NTT DATA 51%
” Wipro W Probably not
37 Atos/Eviden 27% Probably
19 CGl 58%
20 Infosys 45% (Almost) certainly
42 Verizon 48%
60 Orange Business YA 50%
22 Fujitsu 45%
18 Capgemini 39%
23 AT&T 52%
56 BT K:HA 54%
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Security services satisfaction by

IT service tower

§ = 1Cs. I S ¢

¢ <2 | orange Cyberdetense I R 77

T2 PwC T e 797
“ Deloitte | e 79
23 wipro [ N 779
46 DXC Technology [ e 767
27 Infosys | e 76%
31 col - 757
49 Accenture [N 757
20 T-Systerns | 74
27 HCLTech | —— 737
2 A Excoptional performers
" Capgerini I 77 Siong performers
23 Fuitsu [ 71%
s NTTOATA I 70

Unsatisfied 20%
20 Kynary! [ 70% Somewhat unsatisfied  40%
2 e S 7. somewrorsosed %
satisfied 80%

70 Atos/eviden [INENGT . 8% Very satisfied 100%
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Security services (Comparison with 2023/2024) Satisfaction by

IT service tower

2024/2025
5568 2% cs I 517 5 O 1CS 83%
5 ©
262 £ N/A  Orange Cyberdeferse [N N 797 310 PWC 81%
> .
2202 2% el | EDA . 10 Wipro 79%
[a)
42 1% Deloitte I 757 ' EY 79%
32 i )
23 2% wioro NI 77 Deloitte 78%
20 Inf 78%
46 2% DXC Technology NN 757 niosys 7
26 DXC Technolo 78%
27 2% infosys NI 767 %
15 Fujitsu 77%
31 2% ccl I 5%
36 Accentfure 77%
49 2% Accenture NG 757
16 NTT DATA 76%
20 1% Tsysterns NN 747 .
Systems 7 29 Capgemini /5%
27 2% HCLTech 73% 04 HCLTech 15%
21 0% sopra Steria (NG | 737 . col 23%
38 2% Capgemini NG 73% 5 Sopra Steria 73%
23 6% Fojitsy [ 71 5 T-Systemns 73%
36 -6% NTT DATA [ 707 21 IBM 1%
20 1% ael/l 0 A 15 Cognizant 1%
23 b yw A 51 Atos/Eviden 69%
70 1% Atos/Eviden |GG 4387 15 Kyndry! 69%
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Security services (Detfailed satisfaction) Satisfaction by

IT service tower

é 62 Orange Cyberdefense 2% 18%
* 20 PwC 10%
42 Deloitte 29%
23 Wipro 4% 22%
% Dxcrechnoogy [ 20% @ ver unsatisied
2 Infosys 4% 30% Unsatisfied
31 CGl 35%
49 Accenture 8% 22% Somewhat unsatisfied
2 T-Systems 5% 30% Somewhat satisfied
27 HCLTech 1% 22%
21 Sopra Steria YA 19% Safisfied
S Capgemini @ 13% 21% ‘ Very satisfied
23 Fujitsu [P 4% 9%
36 NTT DATA 3% 28%
20 kyndry! ||B2 25%
23 IBM 13% 30%
70 Atos/Eviden |IEA 6% 31%
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Security services (Likeliness of contract renewal) Satisfaction by

IT service tower

é 92 TCS 37%
TE 53 Orange Cyberdefense % 45%
* 20 PWC 50%
36 Deloitte 53%
22 Wipro N%
43 DXC Technology A 53%
26 Infosys 31% . (Almost) certainly not
29 CGl 38%
45 Accenture 49% rrobablynot
20 T-Systems 35% Probably
25 HCLTech 52%
' Sopra Steria e (Almost) certainly
31 Capgemini 55%
18 Fujitsu 50%
32 NTT DATA 50%
17 Kyndryl 35%
22 IBM YA 50%
55 Atos/Eviden 36%
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General satisfaction across all IT sourcing relationships General

NeliN{eleiile]a)

1% 2%

‘ Very unsatisfied

21%
Unsatisfied

Somewhat unsatisfied
Somewhat satisfied

Satisfied

‘ Very satisfied

52%
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General satisfaction with service providers: Europe 2024/2025 General
satisfaction
g | e I 7. 20§ | accenire [ 7o
o7 :?; e eAM [ 817 S R Cognizant [N 767
* 45 3 1% Hoxawere N 512 ¢ 8 %% rsysterns (NN 7~
25 N/A persistent |GGG s0% 134 sopra steric [N 75
126 3% inetum [ 757 62 1% Limindtree  [NENEGENNNG 75
217 2% DXC Technology [N 79 290 2% capgemini NG 75
127 2% wipro [N 797 - col NN 757
68 N/A | Orange Cyberdefense [ 79% 63 3% 1ech Mahindra [ 75~
70 1% Computacenter [ 78% 59 -1% Econocom [N 737
34 N/A stefanini [ NENNGIGIIINGEE 757 120 0% ruiitsu [ 73
152 3% HCLTech [ 757 281 2% atos/Eviden [N 72~
146 0% Infosys [ 787 138 0% Kynary! [ 717
31 N/A c1r N 77% 184 1% Bv [N 497
68 ey [N 777 53 N/A verizon [ 487
80 0% pvC [ 77 104 N/A  Orange Business [ 437
- NTTDATA [T 77 25 N/A AteT [N 437
N peloitte [N 7 68 N/A 7 [ <3 pes,::,","mge,s
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General satisfaction with service providers (Detailed satisfaction) General
safisfaction
‘ Very unsatisfied Unsatisfied Somewnhat unsatisfied Somewhat satisfied Satisfied . Very safisfied
é 088 CS 3% 17% g 320 Accenture !5% 20%
% 79 EPAM 3% 14% (—gj 131 Cognizant 5%  21%
9 9
v 45 Hexaware 4% 13% « 106 TSystems A% 21%
25 Persistent 4%  20% 134 SopraSteria [7%  19%
126 netum 6%  21% 62 LTMindtree 3%  29%
217 DXC Technology [6% 19% 290 Capgemini (6%  23%
127 Wipro 5%  21% 182 cGl 5% 27%
68 Orange Cyberdefense 1% 21% 63  Tech Mahindra 5% 25%
70 Computacenter 1% 29% 59 Econocom 7% 27%
34 Stefanini 9%  18% 120 Fujitsu §075%  20%
152 HCLTech |6% 16% 281 Atos/Eviden B 9%  22%
146 Infosys 1I75% 14% 138 Kyndryl | 6% 26%
31 GIT 3%  29% 184 BM [ 7% 32%
68 EY 4%  24% 53 Verizon = 13% 36% %
80 PWC 3% 29% 104 Orange Business E 13% 24% z
206 NTTDATA 4%  21% 25 AT&T T 12% 28% 8%
172 Deloitte 2%  27% 68 BT 10% 32% %

2024/2025 European IT Sourcing Study © 2025 Whitelane Research



03

General satisfaction with service providers (3-year history) General

NeliN{eleiile]a)

TCS %%% Accenture e 79% .
EPAM 881& Cognizant _77575%%
Hexaware 788% °% T-Systems _73:47%6%
Inetum 7%% 9% Sopra Steria _70%74;5%
DXC Technology 757707‘%,9% LTIMindtiree _;170%
Wipro ) gz%?% Capgemin O 755;% . 2024/2025
Computacenter 73% 777% Cal _773 %5% 2023/2024
HCLTech _7%;% Tech Mahindra _72 21;6% 2022/2023
Infosys _75%79& Econocom 77327%%
EY _72% 77% Fuiitsu | 773% .
PWC | 777?% Atos/Eviden _79?7;3%
NTT DATA | 7;7%§0% Kyndryi _71%;:
Deloitte _7 §76 ‘;, oy —— 6%%
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General satisfaction with service providers: Based on contracts with an 03

General

Annual Contract Value of <5 million EUR satfisfaction

ceav I o< NTToATA I 757

cs I s> infosys [ G 767

Hexaware | 817 PwC N 767
Computacenter [ 80% Tech Mahindra [ 76%
DXC Technology | 807 Atos/Eviden [ 757

inetum | 797 Capgemini - [N 757
wipro [N 797 col I 757
versstont I 7. cconocor I 7.
Orange Cyberdefense [N 78% Kyndry [ 747
HCLTech N 787 Sopra steria [N 747
Accenture [N 787 Lvincitree [ 737
ey N 787 Fujitsu N 737
Deloitte [ 77 orange Business [N 70
T-Systems | 777 v N 87
Cogrizant - [ 777 verizon [ ¢87
o . 777 AraT N 427
stefanini | 767 o7 N <17
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General satisfaction with service providers: Based on contracts with an 03

General

Annual Contract Value of >5 million EUR satfisfaction

TCS I Emmmmmm————————— ——— 81%
wwves | A
Hexaware I EmmEmmmcccmmmcmmmmmmm—————————807
LTIMindtree I — — 79,
Infosys I —. 796
Wipro I mmmmmmmmmm———— = 787,
NTT DATA I IIIITTIITTITIImctciseseeseesssesssmsmnmmee 187
Sopra Steria I e 77 7o
HCLTech I . 77 %
= | WA
Inetum I 77
DXC Technology I - 77 %
Deloitte |- 767
Cognizant I mmm—— 757
Capgemini I —— 757,
Computacenter I mmmmmm—————— 747
Accenture I mmmmmmmm—I—————————————— AT
Cal 74
T-System:s | mmmmmmmmmmmmmmmmm—————————— 18T
Ses_______________________________________________________________________________J¥KVA

Tech Mahindro I 73%
ji ]
FUJIIS\: . ;A % Very unsatisfied 0%
Kyndryl e 69% Unsatisfied 20%
Verizon |69 s Somewhat unsatisfied  40%
Atos/Eviden I 67 s Somewhat satisfied 60%
BT e 6% Satisfied 80%
Orange Business NN 4% Very satisfied 100%
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General
NeliN{eleiile]a)

General satisfaction with service providers: Energy & Utilities

Strong performers

2024/2025
[s¢]
S Sopra Steric I N <7 NIT DATA 82%
-
: wipro . I - 1. eenecen o
o _ PwC 80%
3 % Deloitre I N <07 beloite 79%
o cconocorn G N <7 Accenture 8%
0% | DXCTechnology N N 757 infosys 78%
% Cs I . 757 o Technotogy o7
HCLToch 0 TCS 75%
o
S Jude Inetum 75%
N/A NITDATA N 777 Cognizant 4%
ez Atos/evicen | 77 Capgemin 74%
1% Capgemin I 757 Wipro 74%
Atos/Eviden 73%
4% PoC I 74 .
Sopra Steria 12%
2% neturn I 73 T-systerns 1%
Accenture NI 737 BM i
% ruits I 7. ca) 707
Fujitsu o
5% nfosys I 77 o e
LTIMindtree 67%
5% col I 77 HCLTech 60%
7% ey I <7 yneiny 607% |
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General satisfaction with service providers: Financial Services General

Strong performers satisfaction

2024/2025
§ 0% ‘ TCS e e 847 TGS 84%
c EPAM 84%
= % I o
2 1% EPAM BN 837 Hexaware 81%
2 Sopra Steria GG N 807 Deloitte 78%
% % Hexaware I B 50 NTT DATA 78%
Computacenter 78%
A . 2
1% |nfosy5 - 79% |nfosys 78%
2% Accenture NN 78% Wipro 78%
3% HCLTech N 78% T-Systems 77%
Capgemini 77%
. T-systerns I 77%
R ystems EY 76%
0% Capgemin I 777 DXC Technology 76%
1% col I 777 Accenture 76%
% NTTDATA - I | 777 etec o
Cognizant 75%
1% Cognizant [N 76% PWC 75%
2% wipro [N (76% Inetum 14%
2% Inetum [ 76% CGl 78%
| Fujitsu 73%
0%  DXCTechnology N 767 Toch Mahindra ioh
4% Deloitte [N 74% LTIMindtree 72%
2% By I 717 Sopra Sferio 7%
_ IBM 69%
1% Atos/Eviden NI ¢57: Atos/Evidien 68%
1% kyndryl R 5% Kyndry 7%
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General satisfaction with service providers: Manufacturing/Chemicals, o
Consumer Goods and Pharmaceuticals

Strong performers

NeliN{eleiile]a)

2024/2025
8 3% | EPAM I N 837 TCS 80%
S ,:);72 TGCT? 1 :g;, EPAM 80%
5 N B 807
S 2% DXC Technology I B 797 NTTDATA 787
g Wipro I . 797 Inetum 78%
1% Infosys I . 787 PwC 77%
0% Inetum I e 78% Accentfure 77%
1% Compu’rcué:en’rehr I 78% Computacenter 77%
3% HCLTech M 787
1% NTT DATA I i 777, DXC Technology 7%
2% Cognizant I 777 Capgemini 77%
T-Systems I 777 Wipro 77%
3% Deloitte I 767 Infosys 77%
0% LTIMindiree I 767 Sopra Steria 76%
. 757,
2% PwEg 1 ;g; LTiMindiree 76%
1% Kyndryl I | 747, HCLTech 75%
N/A Stefanini I 747, Kyndryl 75%
1% Tech Mahindra I 74% Cognizant 75%
N/A Orange Cyberdefense s 74% Tech Mahindra 73%
3% Accenfure I 747, ) |
Capgemini I 727 Deloitte 73%
%% Atos/Eviden NI 71 T-Systems 72%
0% BM I 719, IBM N%
NQZZ y CGl _669?7% Fujitsu 71%
erizon N A
A% Fujitsu I 477 Gl 7%
N/A Orange Business IS 6% EY 70%
N/A BT M 417 Atos/Eviden 70%

2024/2025 European IT Sourcing Study © 2025 Whitelane Research




General satisfaction with service providers: Public Sector

2024/2025
Q
el
<
5 4%

O

5 2%

[a)
-6%
-1%
3%
2%
2%
N/A

0%
2%
-2%

Computacenter
DXC Technology
Inefum
Accenture
Deloitte

Kyndryl
T-Systems

CGl

NTT DATA

EY

Capgemini

PwC

Fujitsu

N/A Orange Cyberdefense

N/A
3%
4%
-2%
-7%

Orange Business
Atos/Eviden
Sopra Steria

IBM

Econocom

——— 84
T a4
e 807
—— 807
—— 807
e 807
e 807
—— 797
—— 797
e 787
R 787
— 787
R 757
R 75%
— 7475
R 737
. 727
I 727
I 717

Accenture
T-Systems
Deloitte

DXC Technology
Inetum

Fujitsu
Capgemini
Econocom
Kyndryl

CGl

PwC

IBM

NTT DATA
Computacenter
Atos/Eviden

Sopra Steria

Strong performers

70%
68%

74
737
737

A

03

General
NeliN{eleiile]a)

86%
82%
81%
80%
78%
78%
78%
78%
77%
77%
76%

y
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General satisfaction with service providers: Technology & 8

Telecommunications Strong performers satisfaction

2024/2025

| wioo | N < 7%
Cognizant _- 83% Wipro 80%
N/A peloitte [ 33 NTT DATA 80%
3% NToATA [ s: Kyndiry! 80%
2% DXC Technology _- 80% DXC Technology 78%
s I 7%
nosys [ Cognizant 76%
Accenture _ 76% Cal 76%
Tech Mahindra _ 75% T-Systems 74%
0% Capgemini _ 74% Capgemini 74%
-3% CaGl _ 73% Accenture 69%
cynory [ <+ Atos/Eviden 67%
3% Atos/Eviden _ 64% Tech Mahindra 66% !
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General
NelilN{eleiile]a!

General satisfaction with service providers: Transport & Logistics

Strong performers

2024/2025

3%

Delta with 2023

1%
-2%
-3%
-2%
3%
3%
-7%
-3%

4%

N/A
-4%
-8%
N/A
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TCS
Accenture
CaGl
HCLTech
NTT DATA
Capgemini
Infosys
T-Systems
Inetum
Wipro

DXC Technology
Deloitte
Sopra Steria
Kyndryl

BT
Cognizant
Atos/Eviden
IBM

Orange Business

. 70%
I 70%
. 7%
. 55%
I 61%
N 50%

TCS

Wipro

NTT DATA
Capgemini
HCLTech
LTIMindtree
Atos/Eviden
EPAM
Infosys
Accenture
DXC Technology
Econocom
Hexaware
CGl
T-Systems
Cognizant
Fujitsu
Inetum
PwC

IBM

Kyndryl
Deloitte
Sopra Steria

55%

66%
65%

7

7

71

71

71

707

707
69%

81%
80%
80%
79%
79%
78%
77%
76%
76%
76%
75%
73%
2%
2%
o
7o
7o

|




If you are working in the private sector, will you conduct the renewal process via e

negotiation with the existing provider or run a competitive process? sastaction
. First, negotiate with the existing vendor Directly run a competitive process N/A - I'm not sure
TCS 22% Accenture 327
EPAM 22% Cognizant 23%
Hexaware 12% T-Systems 27% 28%
Persistent 25% Sopra Steria 30% 38%
Inetum 43% LTIMinditree 21%
DXC Technology 31% Capgemini 30%
Wipro 21% CGl 30% 34%
Orange Cyberdefense 24% Tech Mahindra 23%
Computacenter 23% Econocom 33%
Stefanini 30% Fujitsu 36% 25%
HCLTech 15% Atos/Eviden 38% Sk
Infosys 13% Kyndryl 29%
GTT 22% IBM 32%
EY 23% Verizon 16% P
PwC 26% Orange Business 27%
NTT DATA 33% AT&T 10%
Deloitte 37% BT 33%
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General satisfaction with service providers: BeLux 2024 Senerl
SATISTACTION
g 16 Q 3% é 10 & N/A
2¢8 Computacenter [N 887% = '° ] Avanade [N 757
> £ 2 =
02 3 0% 1cs N 837 g1 3 % sopasteia [INNEGTN 7
=8 g 1% Hexawore | 3% a8 4 rroximus [ 75
7 kynary! - | 527 31 4% accenture I 757
10 Infosys | 827 20 eviden [N 74
a cegeta NN 27 33 wros I 7
1 0% Gr1 N 82%
’ B’ 1% NTDATA [ 74
24 4% Deloitte [ 827
9 0% HCLTech [ 737
15 3% Orange Cyberdefense [[INEGGNIGGGGEGEE 817
17 A% Econocom NN 737
37 2% Cronos [N 817
17 4% v [ 737
22 Telenet [N 80%
R 57 ini - I 707
14 Cognizant NN 507 Capgemin 7%
n P T ——— 8 o7 [ 707
33 Delaware [ 75% 8 Verizon [ 70%
30 nRe [ 7% AR 77 wipro | <5~
9 0% inetum-ReciDoimen [N 75% 20 Fuiitsu [ 587
8 3% cGl N 78% 12 Orange [N 65% .
rong
29 1% DXC Technology NG 77% 8 2% Tech Mahindra [N 0% performers
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General satisfaction with service providers: Netherlands 2024 General
satisfaction
@ Q Z Q ..
g 27 5 [ 1cs I o5 S 7 5 2 Capgernin
S £ 2 £
185 NA schuberg phiis [N 527  © 13 Orcina
o S - =
o148 HCLTech [N 837 30 8 3% Accenture
16 % I -
EPAM 83% 21 -1% Eviden
16 ok wipro [N 83%
. 14 Deloitte
9 N/A PwC [N 827
9 N/A NTT DATA
22 4% DXC Technology [N 80%
20 -2%
0 N/A indtree NI :o7 M
o % Tech Mahincro R 507 g L o I o7
2 N/A Fox T I 797 27 0% Cegeka [N 577
2 % col I 75 14 aros N 7%
8 N/A Northwave [ 787 9 N/A " Orange Business Services [N 64%
12 0% fosys [N 777 ,
Infosys 77% 10 Centic |G 64%
12 1% T-Systerns | 77%
24 4% keN [ <3~
10 2% Kynaryl RN 747
14 4% Fuiitsu [ 3%
17 1% Cognizant [N 75% J 5
12 N/A | Orange Cyberdefense [[INGEGEEGEG 75% Conclusion | NN 627 -
rong
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General satisfaction with service providers: Nordics 2024 Cenerel.
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29 DXC Technology [ 777 - I Telia Company NN 71%
I 2 Tech Mahinara [N 777 8 - o I 70
2 2% | oOrange Cyberdefense [N 777 , ,
13 -4%  Orange Business Services |G 66%
12 N/A Sogeti [N 777%
20 2% M [
TR ATEA I 7¢%
83  -1% TietoEVRY | ¢5%
17 NA eisc I 757
25 2% kynary! [N ¢4%
17 2% Sopra Steria [N 75% e "
N/A I <47
5 % ruitsu I 757 il Netcompany 647
16 NA acvorio [N 757 10 NA verizon | 4%
16 Deloittc N 757 8 NA AtsT [ <o —
: T I 757 8 NA o7 I <07 performers
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General satisfaction with service providers: United Kingdom 2024 General
satisfaction
§ 0 & 520 & ax
g 2 g Hexoware [N 827 - 0 R F Deloitte NG 747
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1 H - Coforge [N 5272 - ¢ 7 accenture I 747
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58 8 2% 1cs I 817 218 cel I 727
i HCLTech NN 517 12 sopra steria |G 727
i infosys [N &1 - Fujitsu | 717
33 wipro [ 797 & NTTDATA - [ 717
E e [ 757 o B atos NG 707
6 0% Livincitree NG 757 B N eviden NG 707
8 NA Persistent NG 757 g A verizon | N 707
49 1% Capgemini [ INEEG 777 ad K mphasis |G 57
4 N/A epav [N 777 15 1% kynary! - R <57
12 N/A PwC [ 777 8  N/A Orange Business Services | NN <57
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General satisfaction with service providers: Switzerland 2024 General
NeliN{eleiile]a)
(%] ™
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* 32 ¢ 1% fee@
18 1% DXC Technology | e 807
14 4% Infosys [ e 807
12 2% Tech Mahindra | e 80
8 0% PwC e e 78
16 3% Capgemini |Gy 76%
18 Deloitte [, 76%
22 1% HCLTech e 75%
17 -4% Cognizant [ | 75%
12 2% NTTDATA [ 75% ,
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23 -3% Accenture [, 75%
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21 2% swisscom [, 72%
9 T-Systems [ 711%
Very unsatisfied 0%
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1 N/A  Orange Business Services [ <% e
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8 N/A BT N 40% Very satisfied 100%
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General satisfaction with service providers: Spain 2024

32
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16
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Delta with 2023
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General satisfaction with service providers: Germany 2024 General
NeliNieleiilels!
2 ) e ™
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17 4% Kyndryl [ 697
29 -1% | DXC Technology [N 76%
28 N/A cancom [N <5
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General satisfaction with service providers: France 2024 General
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IT service provider performance
Key Performance Indicators (KPIs)
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Key Performance Indicator Model (KPIs) KeylP(ejrfor;nonce
NAaICArors

General
Satisfaction
Service Delivery
Dimension
) KPI 2:
. : ccoun . :
Service Delivery Management Price TrcIJnsforrT]rg’rlve
Quality Quality Level nnovation
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Key Performance

KPI 1: Service Delivery Quality

The service delivery is of good quality. Indicators

5 cpav [ o7 (3% HCLTech

s on cs I 527 Sopra Steria

§ N/A  Orange Cyberdefense [ 81% § -1% Accenture [ 77
N/A Persistent | 817 N/A e I 777
1% computacenter [N 51~ 1% Econocom [NNEEGEEEE 77
0% Hexaware [N 07 0% Capgemini [N 767
3% inetum | 507 0% Cognizant | 767
2% ey I 75 3%  TechMahindra [N 757
N/A stefanini [N NN 75 3% Livinatree [N 75
3% pelcitte [N 75 0% kynary! [N 747
2% NTTDATA [ 757 1% Atos/Eviden [N 737
2% wipro I 757 2% Fujitsu - N 737
1% pxC Technology |G 75 2% v [ 727
2% T-systerns N 757 N/A verizon [N 727
0% Infosys [ 757 N/A  Orange Business [ 707
3% col I 757 N/A AteT [N 87
3% el A N/A o7 [N 4%
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KPI 2: Account Management Quality
The account management is of good quality.

Delta with 2023

2% 1cs I 847
0%  Computacenter [ 83%
4% inetum [N 827
-5% erAm [N 827
N/A stefanini [ 827
N/A persistent [ 527
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HCLTech [N 17
1% wipro [N 807
2% DXC Technology [N 507
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Delta with 2023
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Key Performance
Indicators
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KPI 3: Price Level Key Performance

The price of the IT services provided to us is in line with the market. Indicators
ST cs [ s & o NTT DATA
S HolTech I 212 % Fujitsu
§ 0% Hexaware [ 51~ § 4% Sopra Steria
2% Livinatree |GGG &0 0% Atos/Eviden
2% Infosys [ 30% 1% CGl
2% wipro [ 797 N/A  Orange Cyberdefense
0% Tech Mmahinara [N 75~ N/A AT&T
3% econocom [N 5% N/A BT
1% Computacenter [ 767 0% Capgemini
2% cognizant [N 757 N/A Verizon
2% inetum | 757 1% Kyndryl
3% v @ A 2% EY
2% T-Systems _ 75% N/A Orange Business
N/A Persistent [ 757 2% Deloitte
N/A stefanini [N 747 1% PwWC
N/A G N 747 1% v N 0%
1% DXC Technology [N 747 0% Accenture [ 59%
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KPI 4: Transformative Innovation
The service provider has the ability to drive transformational change by using innovative technologies
and services.

-1%

3%

Delta with 2023

N/A
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0%
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-2%
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7 87
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I, 747
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K
K
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Delta with 2023

1%
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KPI Drilldown: Hexaware (1/2) Keylerfor;nonce
ndicators

Service Provider General Satisfaction Service Delivery Account Mgt Price Level Transformative Innovation

Hexaware Agree Agree Agree
Hexaware Agree Agree Agree
Hexaware Agree _ Agree
Hexaware Agree

Hexaware Somewhat disagree Somewhat agree Somewhat agree
Hexaware

Hexaware

Hexaware

Hexaware

Hexaware

Hexaware

Hexaware

Hexaware Safisfied Agree Agree Agree Agree
Hexaware Satisfied Agree Agree Agree Agree
Hexaware Satisfied Agree Agree Agree Agree
Hexaware Satisfied Agree Agree Agree Agree
Hexaware Safisfied Agree Agree Agree Agree
Hexaware Satisfied Agree Agree Agree Agree
Hexaware Satisfied Agree Agree Agree Agree
Hexaware Safisfied Agree Agree Somewhat agree Agree
Hexaware Satisfied Agree Agree Agree
Hexaware Satisfied Agree Agree Somewhat agree
Hexaware Satisfied Agree Agree Somewhat agree
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KPI Drilldown: Hexaware (2/2)

Service Provider

General Satisfaction

Service Delivery

Account Mgt

Price Level

03

Key Performance
Indicators

Transformative Innovation

Hexaware Satisfied Agree Agree Agree Somewhat disagree
Hexaware Satisfied Agree Agree Somewhat agree Somewhat disagree
Hexaware Satisfied Agree Agree Agree

Hexaware Safisfied Agree Agree

Hexaware Satisfied Agree Agree

Hexaware Satisfied Agree Somewhat agree Agree Agree
Hexaware Safisfied Somewhat agree Somewhat agree Somewhat agree
Hexaware Satisfied Agree Agree Agree
Hexaware Satisfied Agree Agree Agree
Hexaware Satisfied Agree Agree Agree
Hexaware Safisfied Agree Agree Agree
Hexaware Satisfied Agree Agree
Hexaware Satisfied Agree Somewhat disagree
Hexaware Satisfied Somewhat agree Agree Agree Agree
Hexaware Somewhat satisfied Somewhat agree Somewhat agree Somewhat agree Disagree
Hexaware Somewhat safisfied Somewhat agree Agree Agree Disagree
Hexaware Somewhat satisfied Somewhat agree Agree Agree Somewhat agree
Hexaware Somewhat safisfied Somewhat disagree Agree Somewhat agree Somewhat disagree
Hexaware Somewhat satisfied Somewhat agree Somewhat agree Somewhat agree Somewhat agree
Hexaware Somewhat satisfied Somewhat agree

Hexaware Somewhat unsatisfied Somewhat disagree Disagree Somewhat disagree Disagree
Hexaware Somewhat unsatisfied Somewhat disagree Somewhat agree Somewhat disagree Somewhat disagree
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Cloud platform provider performance

\

.

. _,g:\""i\\\\‘\\“
U
AN




04
Infrastructure cloud platforms Cloud

NeliN{eleiilela!

1483

Microsoft Azure 77%

# evaluations

815 Amazon Web Services (AWS)

106
Oracle Cloud 69%
48 .
Alibaba 68% KEY TO SCORES

Very unsatisfied 0%
Unsatisfied 20%
Somewhat unsatisfied 40%
hat safisfied 60%
104 IBM Cloud 64% Somewhat satisfie %
Satisfied 80%
Very satisfied 100%
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Infrastructure cloud platforms (Comparison with 2023/2024) Cloud

NeliN{eleiilela!

2024/2025
O O
21483 % O Microsoft Azure 77% TE 760 Amazon Web Services (AWS) 79%
>
¢ g »
o
815 -3% Amazon Web Services (AWS) _I 76% 1318 Microsoft Azure 79%
364 2% Google Cloud Platform (GCP) _I 75% 317 Google Cloud Platform (GCP) 77%

48 -2% Alibaba 68% 79 Oracle Cloud 67%

104 1% IBM Cloud - 64% 118 IBM Cloud 63%
A 4
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Cloud platform provider performance
Software cloud platforms
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Software cloud platforms Cloud
Satisfaction
E
2
% 782 Microsoft Dynamics 365 74%
o
B
Very unsatisfied 0%
Unsatisfied 20%
Somewhat unsatisfied 40%
409 Oracle 65% Somewhat satisfied 60%
Satisfied 80%
Very satisfied 100%
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Software cloud platforms (Comparison with 2023/2024) Cloud

NeliN{eleiilela!

2024/2025 2023/2024
s g g
g S :
37825 3%  Microsoft Dynamics 365 74% 2 621 Microsoft Dynamics 365 77%
> >
2 g :
[a)
622 -3% Salesforce.com 72% 598 Salesforce.com 75%
780 -4% ServiceNow 1% 761 ServiceNow 75%
341 -2% Workday 70% 308 Workday

69%

y

65%

|
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