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Introduction

The ITSM and SIAM market is becoming a strategic
priority, shifting from transactional ticket resolution to
models that deliver operational excellence, stronger
governance, and measurable outcomes. ITSM is
emerging as the backbone of enterprise operations,
aligning IT with business objectives, managing risk, and
improving service reliability through automation and faster
resolution. In parallel, SIAM is gaining importance in multi-
cloud and hybrid IT environments, helping enterprises
manage vendor and tool sprawl with role clarity, unified
control planes, and supplier scorecards.

Enterprise demand is also diversifying by segment. Mid-
market enterprises want right-sized ITSM solutions, which
are modular and flexible for their ecosystem, while
regulated industries such as BFSI, healthcare, and the
public sector require verticalized offerings with audit-ready
workflows and compliance assurance.

These needs are reshaping enterprise expectations.
Organizations now look for tool-agnostic integration
across platforms, such as ServiceNow, BMC Helix, and
Atlassian, underpinned by AlOps and gen Al to enable
predictive insights, autonomous remediation, and steady-
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state value. They are also moving toward outcome-linked
contracts with XLAs and OKRs, ensuring ITSM and SIAM
investments directly impact productivity, cost-to-serve,
and user experience.

In response, providers are adapting across both ITSM and
SIAM. They are strengthening tool-agnostic delivery,
modular SIAM-lite constructs, and flexible commercial
models, while investing in ITSM automation accelerators,
governance frameworks, and co-innovation with platform
partners to address evolving enterprise priorities.

The full report includes the profiles of the following
24 leading ITSM and SIAM providers featured on the
IT Service Management (ITSM) and Service Integration
and Management (SIAM) Services PEAK Matrix®
Assessment 2025:

e Leaders: Accenture, Capgemini, Cognizant, Deloitte,
HCLTech, Infosys, TCS, and Wipro

e Major Contenders: Atos, CGI, Compucom, Inetum,
Kyndryl, Lenovo, LTIMindtree, Persistent Systems,
Stefanini, Tech Mahindra, Unisys, and Valiantys

e Aspirants: Birlasoft, Dexian, Milestone Technologies,
and Mphasis

Scope of this report

Geography: global

Industry: 24 leading ITSM and SIAM
service providers

Services: ITSM and SIAM services


https://www2.everestgrp.com/report/egr-2025-66-r-7658/
https://www2.everestgrp.com/report/egr-2025-66-r-7658/
https://www2.everestgrp.com/report/egr-2025-66-r-7658/
https://www2.everestgrp.com/report/egr-2025-66-r-7658/
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Scope of research — IT Service Management (ITSM) and Service Integration and Management
(SIAM) services

[NOT EXHAUSTIVE]

Focus for this study
Portfolio segments

ITSM
ITSM includes strategic management of end-to-end IT services
delivery to employees, leveraging processes such as IT Asset

SIAM
SIAM or Multisource Services Integration (MSI) includes
managing a dynamic multi-vendor, multi-service digital

Management (ITAM), AlOps, and IT Operations (ITOps); ecosystem by overseeing partner governance, collaboration,
bridging IT and business gaps by ensuring that technology standardization, risk, and responsibility, in order to boost service
systems are aligned with business objectives. quality while reducing complexity and costs.

Services segments in scope: ‘

Service advisory and design @j Service implementation and transition === Service delivery and management

= H Stakeholder engagement, capacity and L@ Requirements gathering, data migration, [llﬂl-u@i)' Event and incident management, problem
availability management, continuity, custom workflow development, risk management (root cause analysis), SLA
security management, service catalogue assessment, training and onboarding, service management, risk and governance, customizations,
management, technology and data- validation and testing, cut-over and go-live, integrations, usability and product enhancements,
readiness assessment, GRC assessment, release and deployment management, request fulfilment, iterative feedback, access
Rol mapping / TCO analysis, architecture change evaluation management, asset and management, asset management, information
design, and supplier management. process configuration management, and management, and performance management

knowledge management. (monitoring and reporting).

Key technology enablers: automated test framework, CMDB, flow designer, gen Al accelerators, integration hub, and conversational virtual agents

Note 1: Please note ITSM revenue includes only the ITSM module, excluding other IT workflows such as ITAM and ITOM
Note 2: This market definition is as per Information Technology Infrastructure Library (ITIL) framework
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ITSM and SIAM services PEAK Matrix® characteristics

Leaders

Accenture, Capgemini, Cognizant, Deloitte, HCLTech,

Infosys, TCS, and Wipro

e | eaders consistently demonstrate end-to-end strength
in ITSM and SIAM engagements, combining advisory,
implementation, and run capabilities with proven
ability to manage large, multi-supplier ecosystems

e These providers have invested significantly in ITSM
and SIAM control frameworks, automation
accelerators, and XLA-driven delivery models,
supported by large certified talent pools and strong
global delivery coverage

e They have been early to embed AlOps, gen Al, and
predictive analytics into ITSM workflows, enabling
proactive incident prevention, accelerated change
management, and experience-centric governance

e Nevertheless, Leaders face intensifying competition
from Major Contenders and must continue to
differentiate through tool-agnostic delivery, vertical
compliance overlays, and modular SIAM constructs
(for example, SIAM-lite for mid-market enterprises)
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Major Contenders

Atos, CGIl, Compucom, Inetum, Kyndryl, Lenovo,

LTIMindtree, Persistent Systems, Stefanini, Tech

Mahindra, Unisys, and Valiantys

e While these providers continue to expand ITSM and
SIAM portfolios through targeted platform
partnerships and in-house accelerators, their
offerings still exhibit gaps in balance, maturity, or
global coverage compared to Leaders

e Many vendors have developed strong niche
differentiators such as unified ITSM platforms,
governance frameworks, Al-enabled operations
tools, and device-to-service integration. However,
these remain selective rather than comprehensive.
In several cases, verticalized solutions, compliance
accelerators, and outcome-linked commercial
models are project ready, limiting traction in
regulated or enterprise-scale SIAM opportunities

e However, these providers continue to invest in Al,
automation, and modular governance frameworks,
positioning themselves as challengers to Leaders,
particularly for clients seeking specialized strengths
or regional/verticalized delivery expertise

Assessment 2025

Aspirants

Birlasoft, Dexian, Milestone technologies, and

Mphasis

e Aspirants’ ITSM and SIAM services often remain
tactical in scope, with reliance on platform-native
delivery and limited investments in proprietary
SIAM IP, cross-supplier orchestration, or ESM
extensions

e Their capabilities in multi-tool integration,
advanced AlOps, and XLA frameworks remain
nascent, making them less competitive in large,
global ITSM and SIAM engagements

e However, they are focusing on right-sized ITSM
and SIAM constructs, service flexibility, and
modular tool partnerships, allowing them to serve
mid-market enterprises or discrete transformation
needs effectively

e To strengthen positioning, Aspirants must
productize accelerators, broaden their global
delivery coverage, and mature regulated industry
overlays
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® [eaders A
. High
® Major Contenders Leaders

O Aspirants

Major Contenders
Capggmini
LTIMindtree ®

Kyndryl

Market impact
Measures impact created in the market

Aspirants

Low

Low Vision and capability High

Measures ability to deliver services successfully

1 Assessments for Accenture, CGI, Deloitte, and Inetum exclude service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (TI) database, ongoing coverage of these service providers, provider public disclosures, and Everest Group’s interaction
with buyers

Source: Everest Group (2025)
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Cognizant
Everest Group assessment — Leader

Measure of capability: @ Low . High

Market impact Vision and capability

Innovation and
investments

Vision and
strategy

Scope of
services offered

Delivery

Market adoption Portfolio mix Value delivered Overall footprint Overall

9 d o 9 o o o 9 o

Strengths Limitations

e Enterprises seeking platform-agnostic ITSM and SIAM implementations might not find
Cognizant attractive given its capabilities are deeply centered around the ServiceNow
ecosystem

e Enterprises seeking a ServiceNow-centric ITSM transformation will find value in
Cognizant’s strong focus on this space, highlighted by its Global Elite partner status,
dedicated ServiceNow CoE, and its acquisition of Thirdera

e Enterprises with complex multi-vendor landscape will benefit from Cognizant's SIAMNXT e While Cognizant has invested significantly in gen Al capabilities through its Neuro® IT Ops

offering enabling cross-supplier process orchestration, gen Al-infused automation, and
integrated governance processes backed by robust proof points

Enterprises will find value in Cognizant’s structured talent development approach,
supported by a dedicated ITSM/SIAM Center of Excellence, industry certifications coupled
with training programs such as the Role Accreditation Program (RAP), Enhancing the
Culture of Accountability-ACE, and Trusted Advisor program

Enterprises will find Cognizant’s client-centric approach to SIAM compelling, enabled by its
customizable SIAM models, including SIAM-lite, product-centric SIAM, and more, tailored
to align with specific enterprise needs and environments
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powered CFS.Al initiative, most use cases are still in early-stage pilots and await scaled
enterprise validation

Some enterprises noted that while Cognizant’s talent pool demonstrates strength in
addressing routine ITSM and SIAM issues, there is inconsistent performance in resolving
complex challenges, particularly in multi-vendor environments

Few clients noted transition challenges during onboarding, affecting initial stability and
requiring tighter governance to reach steady state



Market trends

Market size and growth

The ITSM and SIAM services market
reached approximately US$14.9
billion in 2024 and is projected to
grow at a steady CAGR of 5-7% over
the next few years. This growth is
underpinned by enterprise priorities
around cross-vendor governance,
tooling rationalization, and
automation-led service delivery.

Despite macroeconomic headwinds,
the market has remained resilient,
reflecting sustained enterprise
demand for streamlined operations,
experience-centric service models,
and strategic integration across
complex IT landscapes.
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Key drivers for ITSM and SIAM services

Platform
modernization and
consolidation

Automation, AlOps,
and gen Al adoption

Outcome and
experience orientation

Regulatory and
compliance pressures

Enterprises are rationalizing ITSM platforms
and consolidating multi-tool estates, with
ServiceNow, BMC Helix, and Atlassian at the
core, alongside open-source integration layers

AlOps, gen Al, and automation are now
central to driving predictive insights,
accelerating resolution, and enabling
integrated operations across IT towers

XLA- and OKR-linked delivery models are
gaining traction, as enterprises demand
measurable value beyond SLA compliance

Regulated sectors, such as BFSI, healthcare,
and public sector, are mandating audit-ready

workflows, policy-as-code, and sector-specific
controls in ITSM and SIAM programs

Assessment 2025

Opportunities and challenges

Consulting-led
engagements

Managing multi-IT
complexity

Evolving ITSM
operating models

Data quality and
CMDB accuracy

Enterprises continue to need guidance in
defining SIAM role clarity, RACls, and
transformation roadmaps, creating
opportunities for consulting-led engagements

Vendor and tool sprawl across hybrid estates
demands credible multi-platform integration
beyond single-vendor expertise

Enterprises struggle to align ITSM processes
with agile and DevOps practices, creating
friction with legacy ITIL-based models

Poor data quality and fragmented CMDBs
undermine ITSM effectiveness, limiting the
impact of incident, change, problem
management, and Al investments
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Provider landscape analysis

Market share analysis of the providers'?
2024; percentage of overall market of US$14.9 billion

© TATA
P ‘ n CONSULTANCY
SERVICES

IT Service Management (ITSM) and Service Integration and Management (SIAM) Services PEAK Matrix®
Assessment 2025

Provider'2 market share by YoY growth
2023-24; increase in percentage of revenue

birlasoft €€ cognizant dexian |nf0$/§ % stefanini

5% Matnara  UCS Blawe i
0]
& cognizant @ LTIMindtree 10%
) 5 AtOS  Capgemini@ @ compucom HCLTech kyndryl
. (0]
. . /A . :
At®S Dbirlasoft @ compucom dexian HCLTech & LTIMindtree milestone () Mphasis P Persistent
VA -

k\/nd r\/l milestone (> Mphasis P Persistent Wunisys < valiantys

. ] 0%

e Stefapploqpl ITnEE::I‘Ilindra " UnISyS 4%, valiantvs °
0%

1 Providers are listed alphabetically within each range

2 Assessments for Accenture, CGl, Deloitte, and Inetum exclude service provider inputs and are not included in this page
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Key buyer considerations

Key sourcing criteria
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Operating-model and governance design

Ability to design and run SIAM operating models (roles, control planes, scorecards) and
modernize ITSM (ITIL v4, agile/DevOps) for multi-tower, hybrid estates

Strategic partnership/tool-agnostic platform integration

Credible integration across ServiceNow, BMC Helix, Atlassian, and open-source tools,
using APls/adapters, data fabrics, and CMDB normalization to reduce vendor/tool sprawl

Experience- and outcome-linked delivery

Embed XLAs/OKRs that tie ITSM and SIAM performance to productivity, MTTR, cost-to-
serve, and user experience

Automation, AlOps, and Al at scale

Operationalize AlOps / gen Al for noise reduction, autonomous remediation, change-risk
prediction, and telemetry-to-action supported by a strong data and observability
foundation

Commercial and engagement flexibility

Flexible contracting models that go beyond T&M/fixed to include SIAM-lite, consumption-
based tiers, modular onboarding/offboarding, and outcome-linked incentives, paired with
transparent governance cadence and senior stakeholder engagement.

Assessment 2025

Summary analysis

Enterprises are prioritizing ITSM and SIAM providers that
deliver operating-model clarity, tool-agnostic integration,
and measurable outcomes. Buyers demand proof of AlOps
/ gen Al value in steady state, not pilots, and expect
XLAs/OKRs to link delivery to business impact.
Commercial flexibility, through SIAM-lite, outcome-linked
pricing, and modular onboarding, is a key differentiator,
while vendor consolidation and mid-market demand drive
preference for partners offering streamlined multi-supplier
governance and verticalized solutions in regulated sectors.

| 9
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Shifts in provider capabilities

Providers are evolving toward advisory-led models, tool-agnostic

Key takeaways
delivery, and real-time governance dashboards. Clients now expect
fo r b uye rS support not just with SLAs, but with co-designing operating models

and driving enterprise-wide transformation.

As ITSM and SIAM mature, enterprises

* Differentiation across provider types
are moving beyond operational

Some providers stand out with deep platform expertise in

outsourcing to seek providers that <> O ServiceNow, while others offer strong vertical alignment, particularly
offer strategic, governance-centric in regulated industries. Delivery models are expanding beyond

traditional outsourcing to include modular constructs, such as SIAM-
SUpport- They value modular models, lite, transformation-led ITSM, and outcome-based models tied to
seamless multi-vendor integration, and business impact.

automation-enabled service delivery
aligned to business outcomes.

Key innovations

Innovation is a priority. Enterprises demand Al-driven governance,
agentic Al-powered workflows, and composable SIAM architectures
that enable faster onboarding, dynamic policy control, and intelligent
automation. ITSM and SIAM are becoming catalysts for agility and
experience differentiation.
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Appendix

PEAK Matrix® framework
FAQs

/ae rest Group®
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PE /s Assessment 2025 |
MATRIX"

Everest Group PEAK Matrix® is a proprietary framework for assessment of market impact and
vision and capability

Everest Group PEAK Matrix

High

Major Contenders

Market impact
Measures impact created in the market

Low Vision and capability High

Measures ability to deliver services successfully

/E\Verest Group® Proprietary & Confidential. © 2025, Everest Global, Inc. | this document has been licensed to Cognizant
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Services PEAK Matrix® evaluation dimensions

Measures impact created in the market — A
captured through three subdimensions

Leaders
Market adoption

Number of clients, revenue base,
YoY growth, and deal value/volume

Major Contenders

Portfolio mix
Diversity of client/revenue base across
geographies and type of engagements

Market impact

Value delivered

Value delivered to the client based on customer
feedback and transformational impact

Vision and capability

Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy Scope of services offered Innovation and investments Delivery footprint
Vision for the client and itself; Depth and breadth of services  Innovation and investment in the enabling Delivery footprint and global
future roadmap and strategy portfolio across service areas, e.g., technology IP, industry/domain sourcing mix

subsegments/processes knowledge, innovative commercial

constructs, alliances, M&A, etc.

/E\Verest Group® Proprietary & Confidential. © 2025, Everest Global, Inc. | this document has been licensed to Cognizant
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FAQs

Q: Does the PEAK Matrix® assessment incorporate any subjective criteria? Q: Whatis the process for a provider / technology vendor to leverage its PEAK Matrix positioning?
A: Everest Group’s PEAK Matrix assessment takes an unbiased and fact-based approach that A: Providers/vendors can use their PEAK Matrix positioning or Star Performer rating in multiple ways
leverages provider / technology vendor RFls and Everest Group’s proprietary databases containing including:
providers’ deals and operational capability information. In addition, we validate/fine-tune these results * Issue a press release declaring positioning; see our citation policies

based on our market experience, buyer interaction, and provider/vendor briefings. e Purchase a customized PEAK Matrix profile for circulation with clients, prospects, etc. The

Q: Is being a Major Contender or Aspirant on the PEAK Matrix, an unfavorable outcome? package includes the profile as well as quotes from Everest Group analysts, which can be used in
A: No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors PR
in a particular space. There are a number of providers from the broader universe that are assessed e Use PEAK Matrix badges for branding across communications (e-mail signatures, marketing

and do not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is
itself a favorable recognition.

brochures, credential packs, client presentations, etc.)

The provider must obtain the requisite licensing and distribution rights for the above activities through

Q: What other aspects of the PEAK Matrix assessment are relevant to buyers and providers other than an agreement with Everest Group; please contact your CD or contact us
the PEAK Matrix positioning?

A: A PEAK Matrix positioning is only one aspect of Everest Group’s overall assessment. In addition to
assigning a Leader, Major Contender, or Aspirant label, Everest Group highlights the distinctive
capabilities and unique attributes of all the providers assessed on the PEAK Matrix. The detailed
metric-level assessment and associated commentary are helpful for buyers in selecting
providers/vendors for their specific requirements. They also help providers/vendors demonstrate their
strengths in specific areas.

Q: Does the PEAK Matrix evaluation criteria change over a period of time?

A: PEAK Matrix assessments are designed to serve enterprises’ current and future needs. Given the
dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality and to serve enterprises’
future expectations.

Q: What are the incentives for buyers and providers to participate/provide input to PEAK Matrix
research?
A: Enterprise participants receive summary of key findings from the PEAK Matrix assessment

For providers

e The RFI process is a vital way to help us keep current on capabilities; it forms the basis for our
database — without participation, it is difficult to effectively match capabilities to buyer inquiries

e |n addition, it helps the provider/vendor organization gain brand visibility through being in included
in our research reports

/E\Verest Group® Proprietary & Confidential. © 2025, Everest Global, Inc. | this document has been licensed to Cognizant
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Dallas (Headquarters) Delhi
info@everestgrp.com

+1-214-451-3000

Bangalore
india@everestgrp.com
+91-80-61463500

Website Follow us on

everestgrp.com

Blog
everestgrp.com/blog
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Toronto
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+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering
through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please read this notice carefully and in its entirety. By accessing Everest Group materials, products or services, you agree to Everest Group’s Terms of Use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use, is hereby incorporated by reference as if
fully reproduced herein. Parts of the Terms of Use are shown below for convenience only. Please refer to the link above
for the full and official version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulation Authority (FINRA), or any state or foreign (non-U.S.) securities regulatory
authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the
law or any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. All properties,
assets, materials, products and/or services (including in relation to gen Al) of Everest Group are provided or made
available for access on the basis such is for informational purposes only and provided “AS IS” without any warranty of any
kind, whether express, implied, or otherwise, including warranties of completeness, accuracy, reliability, noninfringement,
adequacy, merchantability or fitness for a particular purpose. All implied warranties are disclaimed to the extent permitted
by law. You understand and expressly agree that you assume the entire risk as to your use and any reliance upon such.

Everest Group is not a legal, tax, financial, or investment adviser, and nothing provided by Everest Group is legal, tax,
financial, or investment advice. Nothing Everest Group provides is an offer to sell or a solicitation of an offer to purchase
any securities or instruments from any entity. Nothing from Everest Group may be used or relied upon in evaluating the
merits of any investment. Do not base any investment decisions, in whole or part, on anything provided by Everest Group.

Everest Group materials, products and/or services represent research opinions or viewpoints, not representations or
statements of fact. Accessing, using, or receiving a grant of access to Everest Group materials, products and/or services
does not constitute any recommendation by Everest Group to (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or
representation as to past, present, or future performance of a business or a market. The information contained in any
Everest Group material, product and/or service is as of the date prepared and Everest Group has no duty or obligation to
update or revise the information or documentation.

Everest Group collects data and information from sources it, in its sole discretion, considers reliable. Everest Group may
have obtained data or information that appears in its materials, products and/or services from the parties mentioned
therein, public sources, or third-party sources, including data and information related to financials, estimates, and/or
forecasts. Everest Group is not a certified public accounting firm or an accredited auditor and has not audited financials.
Everest Group assumes no responsibility for independently verifying such information.

Companies mentioned in Everest Group materials, products and/or services may be customers of Everest Group or have
interacted with Everest Group in some other way, including, without limitation, participating in Everest Group research

activities.
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With you on the journey
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