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Executive Summary

Report Author: Rodrigo Barreto

Competing in the UK with solutions and
services is considered highly important by
Salesforce partners

The business environment in the UK in 2022
had many ups and downs. The year started with
a certain euphoria, with the end of lockdowns
and restriction measures and the return of
consumers to high street retail and hospitality.
However, the euphoria was eventually lowered
by political turmoil and the passing away of
Her Majesty the Queen. When things seemed
to be settling down, energy prices skyrocketed
as a consequence of the conflict in Ukraine.

It is against this backdrop that the Salesforce

ecosystem partners had to run their businesses.

During our briefing calls with service providers,
some interesting patterns surfaced. Many

of the large players focused on deepening
relationships with existing customers, giving
preference to larger and more complex projects
rather than trying to engage in a market

share race. Several vendors in the midmarket

iSG Provider Lens

spotted the opportunity to address specific
niche segments, bringing to the fore specialist
capabilities. In common, the leading large and
not-so-large service providers achieved an edge
by using efficient delivery models, leveraging
robust methodologies, offering suitable price
models, and accelerating implementation
through the use of their own IP.

Salesforce continued to deliver. Its ability to
read the market and introduce new solution
areas in a timely fashion continued second
to none. In response to the ever-increasing
need to derive useful insights from customer
data to make optimal marketing and service
decisions, Salesforce delivered Genie, which
takes Salesforce Customer Data Platform
capabilities and extends its benefits across
the Salesforce product portfolio. Recognizing
that different industries require specific
end-to-end processes and integrations with
specific platforms, Salesforce introduced
new industry clouds. Sensing that the new
hybrid work environment required a powerful
platform for collaboration, Salesforce built
deeper integrations with Slack. Furthermore,
realizing the tidal movement towards

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

There 1s a tight
competition among
Salestorce partners
in the UK 1n
all quadrants.
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Executive Summary

environmental, sustainability and governance
(ESG) compliance, it introduced the new Net
Zero Cloud. Dreamforce 2022 was a momentous
event, likely to have been the most impactful

in a while as the technology sector, in general,
goes through major adjustments.

This is the first year that the ISG Provider Lens™
examines the Salesforce Ecosystem partners in
the UK. Amongst the large players, the majority
are well known, and we have already analysed
them in regions such as the U.S. and Germany.
Quite a few use the UK as the basis for their
Salesforce practice in Europe. When examining
the next tier of players, there is a more diverse
picture. Some players are branches of large
international digital transformation boutiques,
some have deep roots in the UK and Ireland
markets, and some are branches of digital
transformation specialists based in Continental
Europe. Overall, despite a smaller market scale in
relation to the U.S,, for example, the market in the
UK is vibrant and varied, with options for all types
of Salesforce specialism and scale o operations.

Salesforce UK was established in the UK in
2003, and its operations in the UK are believed
to generate revenues of £2-£3 billion yearly

iSG Provider Lens

with a workforce of approximately 2,500 people,
according to the latest public filings available.
It opened the first of its European data centres
in October 2014, and in 2018, it pledged
investments of £2.5 billion over a period of

five years, having opened a second data
centre and an innovation centre in the same
year. Its impact on the British economy goes
well beyond direct revenue and employment
figures, as it is the driving force behind
hundreds of Salesforce partners with business
activity in the UK.

In this study, we pre-selected Salesforce
ecosystem partners based on eligibility;

we considered companies with dedicated
Salesforce-related headcount permanently
based in the UK. Through several stages of
selection, we narrowed it to a short list of 45
Salesforce partners, which fall in at least one of
the six quadrants analysed.

In the Multicloud Implementation and
Integration Services for Large Enterprises
quadrant, 19 companies were qualified, with
eight being Leaders and one a Rising Star. They
are either Big Four consultancies, global system
integrators, traditional IT services companies,

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

or technology companies with a regional focus.
Leaders in this quadrant have a clear focus

on competing for a dominant position in the
market, but other players focus on targeting
the UK operations of multinational companies
that they serve with Salesforce services in
other countries.

In the Implementation Services for Core
Clouds Midmarket quadrant, 17 companies
were qualified, with six being Leaders and

one a Rising Star. A few of them are system
integrators, and many of the companies have a
regional focus. The quadrant also covers some
international providers that have recently
acquired UK- and Ireland-based companies. The
go-to-market strategies of providers covered in
this quadrant vary considerably, but there are
trends such as a strong focus on a narrower
selection of market sectors, pools of customers
for which providers have facilitated access, and
the active exploring of ecosystem partnerships
to augment market reach.

In the Implementation Services for Marketing
Automation Midmarket quadrant, 13 companies
were qualified, with five being Leaders.

A heterogeneous mix of companies achieved
the Leader position in this quadrant. Some of
the Leaders are units or subsidiaries of full-
service digital agencies, and some benefit from
parent companies’ activity as CX specialists.
Some leverage experience and reputation

in a limited set of sectors to win projects in
adjacent markets, and others are cross-sector
companies from inception. In common, they
all focus on the specific needs of customers
to deliver marketing and account engagement
automation that integrates with other
customers' systems to maximise value.

In the Managed Application Services for Large
Enterprises quadrant, 14 companies were
qualified, with six being Leaders. The strategies
of Leaders in this quadrant are common;

they all use a broad set of methodologies,
frameworks, and tools. They also have a strong
focus on the use of Al and automation. Some
of the companies seek differentiation via their
approaches to delivery, with many looking to
maximise their onshore and nearshore capacity
in relation to an offshore-centred model. The
pricing options that are available go beyond
the traditional time and materials approach to

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT | MARCH 2023 4 G



Executive Summary

align better with customer value and to take
into account delivery models with client
co-participation.

In the Managed Application Services for
Midmarket quadrant, 13 companies were
qualified, with five being Leaders. Most of
the companies are also positioned in other
quadrants, but there are a few that do not fall
under any others; they have less emphasis
on implementation services but have
competitive offerings for managed services
for the Salesforce platform. The Leaders in
this quadrant focus on creating streamlined
managed services propositions that can be
tailored to customer needs. A higher degree
of local delivery, in relation to offshoring,

is also a common aspect. Other strategies
that Leaders in this quadrant use to gain

competitiveness include offering flexible pricing

models, partnering with ecosystem companies
to augment access to the market, leveraging
ongoing commercial engagements to sustain
the UK-based managed services capability, and
working closely with clients to be seen as an
extended part of their teams.

iSG Provider Lens

In the Implementation Services for Industry
Clouds quadrant, 16 companies were qualified,
with six being Leaders. The analysis of the
segment reveals that all Leaders are large
companies. A common thread for these
companies is organising themselves in an
industry-aligned manner and investing in
upskilling the workforce on technology and
industry-specific business processes. The

bar is also set high for solution development.
The Leaders tend to work very closely with
Salesforce, and the solutions they create

are infused with innovation in the form of

the pervasive use of Al and high degrees of
automation. These factors make it difficult for

smaller companies to compete in this segment;

however, competing is not impossible. The
analysis reveals that smaller companies can
have competitive Industry Cloud offerings but
in narrowly defined industry sectors.

This in-depth research and analysis of

the market conclude that SMEs and large
enterprises in the UK have abundant choice
when identifying the right provider for any
type of professional services related to the
Salesforce platform.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

For companies of all sizes, 2022
represented the return to normal,
or rather to a new normal
Previously, when the focus was
on building digital capabilities
companies faced different
challenges. There was a
significant rise in competition,
and businesses had to address
the shortcomings of rushed
implementations during those
years, along with concurrently
investing in more sophisticated
integrations to drive value

and efficiency.
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Globant
HCLTech
Hexaware
IBM

Infosys
KPMG
LTIMindtree
Makepositive

Nagarro
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Multicloud
Implementation and
Integration Services
for Large Enterprises

Implementation
Services for Core
Clouds Midmarket
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Implementation
Services for
Marketing
Automation
Midmarket

Managed Application Managed Application
Services for Large Services for
Enterprises Midmarket
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Introduction
Definition
The Salesforce Ecosystem study examines
various offerings of the Salesforce
platform, which has been categorised into
ThlS StUdy implementation services (the Change
business) and managed application services
fOCUS es On Multicloud Implementation and Managed Application Services for focusing on operational support for productive
. Integration Services for Large Large Enterprises applications (the Run Business). These
the lmpOftant Enterprises segments have been further categorised
based on the clients they serve into large
aSpe CJES for enterprise clients and the midmarket, due to
s s Managed Application Services for the significant need for Salesforce integration
the SaleSforce Implemen.tatlon Services for Core —_— Midmarket into the complex application landscape for
Ecosystem Clouds Midmarket large enterprise clients relative to others.
Furthermore, large enterprise clients primarily
1n 2023 have globadll.y or()jerlgting busir;)t.el.sts.es ;hat require
rr r r
Implementation Services for Implementation Services for zzrvietzsgo:]o;indger: very capabliities from
Simplified lllustration Source: ISG 2023 Marketing Automation Midmarket Industry Clouds P ’

* .
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Introduction

Scope of the Report

In this ISG Provider Lens™ quadrant report, ISG
covers the following six quadrants for services:
Multicloud Implementation and Integration
Services for Large Enterprises, Implementation
Services for Core Clouds Midmarket,
Implementation Services for Marketing
Automation Midmarket, Managed Application
Services for Large Enterprises, Managed
Application Services for Midmarket, and
Implementation Services for Industry Clouds.

This ISG Provider Lens™ study offers IT decision
makers the following:

® Transparency on the strengths and
weaknesses of relevant providers

* A differentiated positioning of providers by
segments (quadrants)

® Focus on regional markets
Our study serves as the basis for important
decision-making in terms of positioning, key

relationships and go-to-market considerations.
ISG advisors and enterprise clients also use

iSG Provider Lens

information from these reports to evaluate
their existing vendor relationships and
potential engagements.

Provider Classifications

The provider position reflects the suitability of
service providers for a defined market segment
(quadrant). Without further additions, the
position always applies to all company sizes
classes and industries. In case the IT service
requirements from enterprise customers differ
and the spectrum of IT providers operating

in the local market is sufficiently wide, a
further differentiation of the IT providers by
performance is made according to the target
group for products and services. In doing so,
ISG either considers the industry requirements
or the number of employees, as well as

the corporate structures of customers and
positions service providers according to their
focus area. As a result, ISG differentiates them,
if necessary, into two client target groups that
are defined as follows:

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

® Midmarket: Companies with 100 to
4,999 employees or revenues between
US$20 million and US$999 million with
central headquarters in the respective
country, usually privately owned.

® Large Enterprises: Multinational companies
with more than 5,000 employees or revenue
above US$1 billion, with activities worldwide
and globally distributed decision-making
structures.

The ISG Provider Lens™ quadrants are

created using an evaluation matrix containing
four segments (Leader, Product and Market
Challenger and Contender), and the providers
are positioned accordingly. Each ISG Provider
Lens quadrant may include a service provider(s)
which ISG believes has strong potential to
move into the Leader quadrant. This type of
provider can be classified as a Rising Star.

Number of providers in each quadrant: ISG
rates and positions the most relevant providers
according to the scope of the report for each
quadrant and limits the maximum of providers
per quadrant to 25 (exceptions are possible).

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT | MARCH 2023




Introduction

A
") Provider Classifications: Quadrant Key

Product Challengers offer a product and
service portfolio that reflect excellent service
and technology stacks. These providers and
vendors deliver an unmatched broad and deep
range of capabilities. They show evidence of
investing to enhance their market presence
and competitive strengths.

Contenders offer services and products
meeting the evaluation criteria that qualifies
them to be included in the IPL quadrant. These
promising service providers or vendors show
evidence of rapidly investing in products/
services and a follow sensible market approach
with a goal of becoming a Product or Market
Challenger within 12 to 18 months.

iSG Provider Lens

Leaders have a comprehensive product and
service offering, a strong market presence and
established competitive position. The product
portfolios and competitive strategies of Leaders
are strongly positioned to win business in the
markets covered by the study. The Leaders also
represent innovative strength and competitive
stability.

Market Challengers have a strong presence

in the market and offer a significant edge

over other vendors and providers based

on competitive strength. Often, Market
Challengers are the established and well-known
vendors in the regions or vertical markets
covered in the study.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

% Rising Stars have promising
portfolios or the market experience
to become a Leader, including the
required roadmap and adequate
focus on key market trends

and customer requirements.
Rising Stars also have excellent
management and understanding
of the local market in the studied
region. These vendors and

service providers give evidence of
significant progress toward their
goals in the last 12 months. ISG
expects Rising Stars to reach the
Leader quadrant within the next 12
to 24 months if they continue their
delivery of above-average market
impact and strength of innovation.

Not in means the service provider
or vendor was not included in this
quadrant. Among the possible
reasons for this designation:

ISG could not obtain enough
information to position the
company; the company does

not provide the relevant service
or solution as defined for each
quadrant of a study; or the company
did not meet the eligibility criteria

for the study quadrant. Omission
from the quadrant does not imply
that the service provider or vendor
does not offer or plan to offer this
service or solution.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT | MARCH 2023 13 @
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Multicloud Implementation and Integration Services for Large Enterprises

Who Should Read This Section

This quadrant is relevant to large enterprises of
all industries in the UK that evaluate Salesforce
multicloud implementation and integration
service providers. In this quadrant, ISG defines
the current market positioning of these

service providers and how they address the
critical challenges faced by large enterprises

in the region that have adopted various

cloud products from the Salesforce portfolio
already in use.

Over the years, Salesforce has expanded its
product strategy beyond CRM applications and
ensured its presence in related applications,
development, integration and reporting.

ISG sees a rise in the demand for Salesforce
implementation and integration services from
enterprises. Such services can enable the
adoption and use of Salesforce cloud solutions
and their peripheral tools.

In the UK, large enterprises operating their
business in multiple regions prefer providers
that have strong integration capabilities on
their own, without having to rely on partners,

iSG Provider Lens

and can deploy implementation and integration
across the world. ISG has observed that many
enterprises seek ready-to-use implementation
and integration services from service providers,
aiming at expediting digital transformation.

Furthermore, enterprises want flexible resource
locations (onshore, nearshore, and hybrid) and
dedicated teams based on their requirements;
service providers are taking advantage of

this opportunity by making investments and
acquisitions in respective areas.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

&

Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other
offerings, with the necessary integration into
related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared
with one another.

4
o
IT and technology leaders should read this
report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

&

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT |  MARCH 2023 15 G
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Multicloud Implementation and Integration Services for Large Enterprises

Definition
This quadrant includes providers of Eligibility Criteria
implementation services for Salesforce
applications and their integration with other
major standard software solutions. These
solutions are usually part of the complex
system landscape of large and globally
operating enterprise clients. The scope of
this study takes into consideration that these : \e maior . Com of use cases
clients, in most cases, use various cloud : e —_ X and references

products of the Salesforce portfolio. In many
cases, the implementation is conducted as

a part of a long-term program, with multiple
rollouts in various divisions of the client
organisation and regions. From a functional
perspective, implementation services include
process consulting, design, configuration, data
cleansing, migration, and finally, go-live support.

frong implemer )
ities (consulting,
configuration, data migration,
and go live) ac

implement
end-to-end processes

* .
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Observations

The quadrant is characterised by clusters

of company types. Three of the Big Four
consultancies (Deloitte, KPMG, and PwC)
and nine of the top global system integrators
(Accenture, Capgemini, Cognizant, HCLTech,
Infosys, LTIMindtree, TCS, Tech Mahindra, and
Wipro) are positioned in this quadrant. Three
of the companies are traditional IT services
companies — Atos, Epam, and IBM. The
remaining four (Globant, OSF Digital, Slalom,
and Valtech) are comparatively smaller, with
a regional presence and focus on digital
transformation services.

Companies in this quadrant are at different
stages of partnership with Salesforce, but all
of the Leaders have more than 500 certified
experts. Their strategies vary, with some having
a focused strategy to achieve a dominant
position in the market and others addressing
the UK market more opportunistically, either
by leveraging their local presence for other
businesses or targeting the UK operations of
multinational companies that they serve with
Salesforce services in other countries.

iSG Provider Lens

This is the first year that the Salesforce
Ecosystem Partners study from the ISG Provider
Lens™ covers the UK market. The companies
assessed in this quadrant exclude the smaller
Salesforce practices that aim to access the
large enterprises segment but still have the bulk
of their business with midmarket companies.
The quadrant also excludes the companies

that occasionally provide services in the UK

but do not have a permanent presence in the
regional market.

Of the 45 providers assessed for this study,
19 have qualified for this quadrant, with eight
being Leaders and one a Rising Star.

>
accenture

With its specialist workforce and reach,
Accenture is able to deliver complex and
mission-critical Salesforce projects at scale. It
does so by leveraging its DX@Scale toolset and
using its cross-platform integration capabilities.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

& cognizant

Cognizant performs integrations in the most
complex system landscapes. It efficiently does
this using the toolset made available by its
subsidiary ATG. To maximise its commercial
opportunities, Cognizant leans on its partner
ecosystem.

HCLTech

HCLTech has a differentiated business model
and goes to market with pre-built solutions,
which it orchestrates with solutions from

its partner ecosystem, including products
from both Salesforce ecosystem ISVs and
third parties.

IBM uses its background in consulting and
Salesforce to implement sophisticated client
solutions using its Garage methodology, adding
its broader Al and analytics capabilities and
complementing the Salesforce platform with its
partners’ and own assets.

Infosys

Infosys delivers multicloud solutions using
Salesforce platforms under the Infosys Cobalt
family. It offers a full set of implementation

and integration services, with flexible pricing
models, and maintains strong partnerships with
Salesforce ISVs.

&p LTIMindtree

LTIMindtree merges two midmarket Salesforce
practices to form a single practice with the
scale and ambition to make a mark in the large
enterprises segment, starting from co-launching
solutions with Salesforce and bringing together
the legacy companies’ accelerators.

PwC

PwC, one of Salesforce's global strategic
partners, has strong Salesforce capabilities and
leverages equally strong capabilities in other
platforms to enable successful multicloud
solution implementations for its clients.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT |  MARCH 2023 18 9




Multicloud Implementation and Integration Services for Large Enterprises

In a short span of time, Wipro succeeded in
executing the capabilities it gained through
acquisitions to form a Salesforce practice
under one brand that competes in the large
enterprises segment with innovation-infused
delivery.

Globant

Entering the UK market via the acquisition

of a leading midmarket pure-play Salesforce
company, Globant (Rising Star) is adding scale,
bringing new ways of working and building

on the inherited multicloud capabilities

to become a credible player in the large
enterprises segment.

* .
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Multicloud Implementation and Integration Services for Large Enterprises

Cognizant

Overview

Cognizant is headquartered in New

Jersey, U.S., and operates in 41 countries.

It has more than 349,400 employees
across 162 global offices. In FY21, the
company generated $18.5 billion in
revenue, with Financial Services as

its largest segment. Cognizant has
one of the fastest-growing Salesforce
practices in the world and vast
capabilities across Salesforce cloud
platforms and industries. Cognizant's
Salesforce practice for the EMEA region
is based in the UK, and it has more
than 340 Salesforce professionals in
the region. Through the acquisition of
Levin 2020, it added strong marketing
automation competence to its broader
multicloud capabilities.

iSG Provider Lens

Strengths

Integration into the most complex system
landscapes: Cognizant offers multiple
services to clients, including strategy and
design, platform advisory, and seamless
industrialisation (covering build, test,

and run). As a global strategic systems
integration partner of MuleSoft, it has the
depth of experience needed to solve the
most challenging connectivity problems
across service-oriented architectures (SOAs),
multiple clouds, SaaS solutions, and APIs
with MuleSoft's Anypoint Platform™ and

CloudHub™ integration Paa$S (iPaaS) solutions.

The toolset required for efficient delivery:
Through its ATG subsidiary, Cognizant has
access to tools and methods that facilitate
implementation across enterprise clients’
most complex and vital business processes.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

4

Leader

Rodrigo Barreto

These include the Atlas Framework® for
delivering cloud-based CPQ, CLM, SPM,
commerce, and billing solutions; the
FuseKit™ productivity tool for Salesforce
configuration, development, deployments,
and data migration; and the Monetisation
Ecosystem framework with full functional
decomposition and processes for quote-to-
cash solutions.

A partner ecosystem that maximises
commercial opportunities: To consider
clients’ preferences, Cognizant works with
complementary ISV partners for enterprise
applications, DevOps applications, and iPaaS
solutions and with RPA, Al, and ML vendors.
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“With the scale, methods and tools, workforce, and
partners to deliver complex Salesforce implementation
and integration services, Cognizant is a Leader in
this quadrant.”

Caution

Though the procurement of Salesforce
multicloud implementation and integration
projects is normally based on a competitive
tender, Cognizant may consider having a
dedicated landing webpage aggregating
information on capabilities, insights, and
case studies to improve the visibility of

its offerings.
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Implementation Services for Core Clouds Midmarket

Who Should Read This Section

This quadrant is relevant to small and

midsize enterprises across all industries

in the UK that are evaluating providers of
implementation services for Salesforce Sales
Cloud, Salesforce Service Cloud, and Salesforce
Commerce Cloud.

In this quadrant, ISG defines the current
market positioning of Salesforce core cloud
implementation service providers in the UK.

The providers in this quadrant adopt the
Agile approach for implementation, helping
clients redesign processes and enabling the
implementation of Salesforce applications.

In the UK, large enterprises prefer global
service providers with a strong local presence
that can efficiently deploy solutions with
multiple Salesforce Clouds and integration
with other platforms. However, regional service
providers or boutique firms lead with fast and
agile implementation services for Salesforce
solutions, such as Sales Cloud, Service

Cloud, Experience Cloud, and Tableau, in

the midmarket.

iSG Provider Lens

Small and midsize enterprises seek ready-
to-go implementation services to save time
without disrupting their ongoing business.
Considering this, service providers offer
pre-configured solutions, including Sales
Cloud with incentive management; Service
Cloud with warranty management; Health
Cloud with Community Cloud; and Financial
Service Cloud with Community Cloud, velocity
components, and others, to match enterprises’
deployment requirements.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

&

Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other

offerings, with the necessary integration into

related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared
with one another.

s
“r
IT and technology leaders should read this
report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

o

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.
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Implementation Services for Core Clouds Midmarket

Definition

This quadrant evaluates providers that
specialise in Salesforce Sales Cloud, Service
Cloud, Commerce Cloud and Community
Cloud. These products are broadly considered
the core clouds of Salesforce. These providers
take an agile approach to implementation and
focus on cases where low levels of integration
are required, which is typical for midsize and
small clients. Therefore, in many cases, these
projects are conducted within a few months.
An important aspect of the required services
revolves around consulting on the redesign of
processes while using Salesforce applications.
From a functional perspective, implementation
services include process consulting, design,
configuration, data cleansing, migration, and
finally, go-live support.

* .
1SG Provider Lens”  ©2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria . Pr of unique
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Implementation Services for Core Clouds Midmarket

Observations

In this quadrant, there are fewer system
integrators and more regional companies.
The quadrant also covers some international
providers that have recently acquired UK- and
Ireland-based companies.

The go-to-market strategies of providers
covered in this quadrant vary to a great extent,
but there are trends such as a strong focus on
a narrower selection of market sectors, pools of
customers for which providers have facilitated
access, and the active exploring of ecosystem
partnerships to increase market reach.

This is the first year that the Salesforce
Ecosystem Partners study from the ISG Provider
Lens™ covers the UK market. The companies
assessed for Implementation Services for Core
Clouds Midmarket exclude the larger Salesforce
practices that derive most of their revenue

from projects delivered to large enterprises

and those that occasionally provide services in
the UK but do not have a permanent presence
in the regional market. The companies that

iSG Provider Lens

passed our screening process vary greatly in
overall size, but their Salesforce teams based in
the UK consist of 10-100 experts.

BrightGen

BrightGen, an Omnicom company, is a pure-
play Salesforce partner with a focus on the
advertising and events sectors. It also has many
A-list clients. It offers specific accelerators for
ad space booking and event management and
delivers projects in record time.

cal

CGl has a mid-scale international Salesforce
practice and brings its global expertise to UK-
based clients. It works closely with Salesforce
and leverages its human-centred design

and systems integration expertise to deliver
successful projects.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

o
+’ HEXAWARE

With a great depth of technical knowledge

and a strong focus on the healthcare and

life sciences domains, Hexaware delivers
prepackaged solutions with options for levels of
customisation. As a Carlyle investment, it has
facilitated access to other group companies.

Makepositive, a Sabio Group company, builds
solutions that align with the parent company’s
business. It also develops industry-targeted
solutions and is currently enjoying great
success with broadband service providers in
the UK. Its “make positive” culture drives the
company.

CJ)

Persistent

Persistent Systems has a full-service
Salesforce practice with a track record of
projects requiring integration with other
systems. It has a well-defined go-to-market
partnership strategy with platform vendors and
ISVs and offers its own set of accelerators.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT |

X' REPLY

Operating via a network of companies, Reply's
Salesforce practice is an alliance of resources
from different companies with an anchor at
Arlanis Reply, a pure-play Salesforce company.
This unique model gives Reply access to
technical and commercial opportunities.

Coforge

Coforge (Rising Star) puts an emphasis on the
experience and technical depth of its talent
pool. It builds on solid foundations to embark
on its next cycle of growth. For this, it has
mapped specific opportunities and is planning
to build industry-specific solutions.
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Implementation Services for Marketing Automation Midmarket

Who Should Read This Section

This quadrant is relevant to small and midsize
companies across all industries in the UK that
are evaluating the providers of implementation
services for Salesforce Marketing Automation.
In this quadrant, ISG defines the current market
positioning of the providers of Salesforce
Marketing Automation implementation services
in the UK and how they address the key
challenges enterprises face in the country.

The providers in this quadrant focus on
delivering direct, personalised customer
engagement and increasing their revenue
through tailored communication at scale
across multiple channels. Salesforce

Marketing Automation is often the entry point
for Salesforce journeys. ISG observed that
companies seeking implementation services for
this tool typically do not have complex real-time
integration needs.

iSG Provider Lens

In the UK, small and midsize enterprises seek
end-to-end digital marketing automation
services, and service providers offer
comprehensive services within the Salesforce
Marketing Automation stack.

In the UK, regional service providers cover
most of the marketing automation needs in
the midmarket by providing instant support,
reliability, and easy accessibility, which are
the key preference parameters for small and
midsize enterprises.

Across industries in the UK, specialised
providers that have certified experts are gaining
the most attention in the marketing automation
space. Hence, providers are prioritising their
employees' training and certification. This focus
on employee upskilling can more than double
the automation speed without disrupting
ongoing projects.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

&

Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other
offerings, with the necessary integration into
related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared
with one another.

4
o

IT and technology leaders should read
this report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

&

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.
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VRP Consultingl

Source: ISG RESEARCH

UK. 2023

Leader

Market Challenger

Y Rising Star

This quadrant assesses
specialists in Salesforce
Marketing Cloud
delivering to midsize
and small clients.

They are assessed

for implementation
capabilities and
expertise in the use of
media and multichannel
approaches and
automation of customer
Interactions.

Rodrigo Barreto
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Implementation Services for Marketing Automation Midmarket

Definition

This quadrant includes providers that specialise
in Salesforce Marketing Cloud for cases

where the need for real-time integration into

a complex system landscape is limited; this

is more typical for midsize and small clients.
Provider expertise in marketing-specific
aspects, such as the use of media and
multichannel approaches, is essential. As the
interaction with end clients usually implies a
large volume of transactions, the automation of
these functionalities — for instance, Pardot —
is another important success factor in this
quadrant. From a functional perspective, the
implementation services include process
consulting, design, configuration, data
cleansing, migration, and finally, go-live support.

* .
1SG Provider Lens'  ©2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
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Implementation Services for Marketing Automation Midmarket

Observations

The analysis of the segment reveals a
heterogeneous mix of companies that have
achieved the Leader position. Some of the
Leaders are units or subsidiaries of full-
service digital agencies, some benefit from
parent companies’ activity as CX specialists,
some leverage experience and reputation

in a limited set of sectors to win projects

in adjacent markets, and others are cross-
sector companies from inception. They all
focus on the specific needs of customers to
deliver marketing and account engagement
automation that integrates with other
customers’ systems to maximise the value
delivered as part of each engagement

and campaign.

This is the first year that the Salesforce
Ecosystem Partners study from the ISG Provider
Lens™ covers the UK market. The companies
assessed in this quadrant exclude the larger
Salesforce practices that derive most of their
revenue from projects delivered to large
enterprises and those that occasionally provide

iSG Provider Lens

services in the UK but do not have a permanent
presence in the regional market. The companies
that passed our screening process vary greatly
in overall size, but their Salesforce teams based
in the UK consist of 10-100 experts.

Concentrix

Concentrix |leverages its established

market position in CX BPO to win marketing
automation projects, where it offers its own
Marketing Engagement Platform (MEP) and
associated Franchise Accelerator assets and
relies on its CX North Star methodology.

Dotsquares

Dotsquares offers a rich mix of Salesforce
marketing automation capabilities, owing to its
multi-technology expertise. Delivery is sped up
by a broad set of plug-in and integration assets
and is made cost-effective through hybrid
offshore and onshore services.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Makepositive has built a solid reputation in

the UK, with more than 13 years of experience
as a pure-play Salesforce consultant. Its
expertise in Salesforce, particularly in marketing
automation, is augmented by the investment
from Sabio Group, which brings CX, Al, and
international reach to the mix.

Pracedo

Pracedo provides a bespoke approach to
building Marketing Cloud Account Engagement
solutions, focusing on a collaborative approach
to delivery. A Mashfrog Group company,
Pracedo delivers Salesforce implementations to
non-profit organisations, NGOs, and enterprise
customers.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT |

Wunderman Thompson

Wunderman Thompson's Salesforce practice
benefits from the breadth and depth of a global
digital agency. Defining itself as a part creative
agency, part consultancy, and part technology
company, it delivers marketing automation
projects with a focus on integration at scale.
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Managed Application Services for Large Enterprises

Who Should Read This Section

This quadrant is relevant to large enterprises
across all industries in the UK that are
evaluating the providers of managed
application services for Salesforce. In this
quadrant, ISG defines the current market
positions of providers of Salesforce managed
application services for large enterprises in
the UK. The quadrant covers providers offering
additional services, including administrative
assistance, accelerators for development and
utilisation, development services, proactive
monitoring, and advisory services.

Conventional managed services primarily
include outsourcing activities such as onsite
or remote support and application monitoring.
Enterprises look for service providers that can
keep IT costs under control and manage the
Salesforce platform efficiently and skillfully.
They also need service providers to manage
related licenses and upgrades, offer user
support, and develop business applications
integrated with the platform.

iSG Provider Lens

UK-based large enterprises prefer to partner
with globally recognised Salesforce service
providers to support their deployments in the
UK and other regions. ISG has observed that in
the UK, there is increased demand for flexible
commercial models. Considering this, service
providers offer various pricing models, such as
fixed price and time & material, for managed
application services. They also offer Salesforce
application management services (AMS) based
on flexible commercial models.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

5
&
Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other
offerings, with the necessary integration into
related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared
with one another.

s
b5
IT and technology leaders should read this
report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

&

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.
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Managed Application Services for Large Enterprises

Definition

This quadrant evaluates providers with the
capability to offer managed services for
maintenance and support functions that
include monitoring, remote support, centralised
management of Salesforce applications,

data quality management, data security,

and compliance-related aspects. For large
enterprise clients, this usually includes the
providers’ capability to offer these services

in the context of global reach and complex
application landscapes, which comprise a
variety of solutions from different software
providers. Another important aspect is the
continuous improvement of the solutions to
generate additional value for the underlying
business. Managed services are characterised
by the transfer of responsibilities to a

service provider and are driven according to
defined SLAs.

iSG Provider Lens

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

application landscap

111

complex

Delivery capabilities &

Ntery

of use cases
and references

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT | MARCH 2023 34 @



Managed Application Services for Large Enterprises

Observations

Companies in this quadrant are a subset of the
companies that provide implementation and
integration services for multicloud solutions.
They are at different stages of partnership with
Salesforce, but all of the Leaders have more
than 500 certified experts.

The strategies of Leaders in this quadrant
are common; they all use a broad set of
methodologies, frameworks, and tools. They
also have a strong focus on the use of Al

and automation. Some of the companies
seek differentiation via their approaches to
delivery, with many looking to maximise their
onshore and nearshore capacity in relation
to an offshore-centred model. The available
pricing options go beyond the traditional
time and materials approach to align better
with customer value and to take into account
delivery models with client co-participation.

This is the first year that the Salesforce
Ecosystem Partners study from the
ISG Provider Lens™ covers the UK market.

iSG Provider Lens

The companies assessed in this quadrant
exclude the smaller Salesforce practices that
aim to access the large enterprises segment
but still have the bulk of their business with
midmarket companies. The quadrant also
excludes those that occasionally provide
services in the UK but do not have a permanent
presence in the regional market.

>
accenture

Accenture has a specialist workforce and
three delivery centres in the UK, in addition to
offshore centres. Favouring outcomes-based
pricing, Accenture delivers services using
intelligent operations centres, with a novel
approach to application management.

& cognizant

Cognizant has a complete portfolio of
application services and enables its workforce
by continuously investing in training and
toolsets. It leverages its close relationship with
Salesforce and the broader ecosystem to keep
up with increasing complexity and innovates
with Al.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

HCLTech

HCLTech focuses on helping clients achieve
operational resilience. Using its own framework,
it orchestrates digital execution and Al
products built in-house that simplify business
operations. It has a customised, on-demand,
and proactive approach to application
operations.

Infosys

Infosys offers strategic managed services

with an all-inclusive portfolio of application
management services (AMS) and by leveraging
several tools and accelerators. Its acquisition
of Simplus triggered different kinds of
engagement models for customers from
offshore locations.

@ LTIMindtree

LTIMindtree has its own managed services
framework and platform to orchestrate
intelligent automation and AlOps. In tandem
with application managed services, LTIMindtree
offers associated professional services and
leverages platform accelerators that support
such services.

SALESFORCE ECOSYSTEM PARTNERS QUADRANT REPORT |

Wipro offers flexible and modular Salesforce
managed services, which it delivers using a
comprehensive toolset. Its engagement and
pricing models fit with clients' needs and
include dedicated, shared, or hybrid delivery
and fixed-fee or app/T-shirt (size-based)/
service pricing.
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Managed Application Services for Large Enterprises

Cognizant

Overview

Cognizant is headquartered in New

Jersey, U.S., and operates in 41 countries.

It has more than 349,400 employees
across 162 global offices. In FY21, the
company generated $18.5 billion in
revenue, with Financial Services as its
largest segment. Cognizant has one of
the fastest-growing Salesforce practices
in the world and vast capabilities across
Salesforce application management and
application modernisation. Cognizant's
Salesforce practice for the EMEA region
is based in the UK, and it has a global
delivery footprint across more than six
regions and over 35 countries.

iSG Provider Lens

Strengths

A complete portfolio of application services:

Cognizant delivers end-to-end managed
application services across all stages of the
application lifecycle, including application
development, application modernisation, and
application management of clients’ existing
application infrastructure.

Enabling workforce for success: To

keep pace with the accelerated speed of
innovation and changes within the Salesforce
domain and generally within the digital
domain, Cognizant continuously invests in
domain training, tools, methodologies, and
accelerators.

Close relationship with Salesforce and
the broader ISV ecosystem: Cognizant
recognises the need of customers to keep

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Cognizant has the delivery capability and methods
CQU and tools, including Al and automation, needed
for the various services associated with Salesforce
application management. This makes it a Leader
in this quadrant.”

Leader

Rodrigo Barreto

close relationships with Salesforce and with
the broader ecosystem of ISVs. By working
together with partners, Cognizant stays in
sync with the way Salesforce transforms
how it operates professional services to
keep up with the complexity of evolution to
multicloud and industry-cloud solutions.

Innovating the application services
portfolio: Cognizant innovates in moving
towards automated and Lean support
services for clients by bringing in various
innovative tools, methodologies, and
frameworks. It also invests in improving
quality through intelligent automation
enabled by ML, Al, and conversational Al.

Caution

Cognizant should create more visible links
between the work delivered by its Application
Services & Modernisation business and its
Salesforce partnership. Although Salesforce
is shown as a partner for enterprise
application services, that is not featured

in Cognizant's webpage for Application
Services & Modernisation.
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Managed Application Services for Midmarket

Who Should Read This Section

This quadrant is relevant to small and midsize
enterprises across all industries in the UK
that are evaluating the providers of Salesforce
managed application services.

In this quadrant, ISG defines the current market
positions of providers of Salesforce managed
application services for small and midsize
companies in the UK.

Traditional managed services primarily include
outsourcing activities such as onsite or remote
support and application monitoring. This
quadrant covers providers offering additional
services, including administrative assistance,
accelerators for development and utilisation,
development services, proactive monitoring,
and advisory services.

In the UK, small and midsize enterprises are
seeking one-stop solutions for all managed
application services, and service providers are
updating and strengthening their Salesforce
managed application services portfolio through
acquisitions and investments.

iSG Provider Lens

ISG has observed that service providers are
offering tailored Salesforce support services
that proactively monitor the Salesforce
platform after its successful deployment.

They also apply best practices and governance
strategies, which are in high demand. ISG has
also observed that automation-led, sustainable
cost-takeout frameworks with value-driven
transformation to ensure an outcome-based

offering are promptly gaining traction in the UK.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

5
&
Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other
offerings, with the necessary integration into
related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared
with one another.

s
b5
IT and technology leaders should read this
report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

&

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.
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UK. 2023

Leader

Market Challenger

¥ Rising Star

This quadrant assesses
managed services
providers for the
maintenance and
support of Salesforce
applications. These
providers offer
continuous solution
improvements to
midmarket clients,
which have lower
Integration requirements
and a more regional
focus.

Rodrigo Barreto
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Managed Application Services for Midmarket

Definition

This quadrant focuses on the capability

of providers to offer managed services for
maintenance and support functions that
include monitoring, remote support, centralised
management of Salesforce applications,

data quality management, data security, and
compliance-related aspects. Midmarket clients
usually have lower integration requirements
and, in many cases, have a more regional focus
than large enterprises. Another important
aspect is the continuous improvement of the
solutions to generate additional value for the
underlying business. Managed services are
characterised by the transfer of responsibilities
to a service provider and are driven according
to defined SLAs.

iSG Provider Lens

Eligibility Criteria

1.

© 2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Managed Application Services for Midmarket

Observations

Most of the companies in this quadrant are
companies that provide implementation
services for core clouds in the midmarket; the
quadrant also includes companies that have a
lesser emphasis on implementation services
but have competitive offerings for managed
services for the Salesforce platform.

The Leaders in this quadrant focus on creating
streamlined managed services propositions
that can be tailored to customer needs. A
higher degree of local delivery, in relation to
offshoring, is also a common aspect. Other
strategies that Leaders in this quadrant use to
gain competitiveness include offering flexible
pricing models, partnering with ecosystem
companies to augment access to the market,
leveraging ongoing commercial engagements
to sustain the UK-based managed services
capability, and working closely with clients to be
seen as an extended part of their teams.

This is the first year that the Salesforce
Ecosystem Partners study from the ISG Provider
Lens™ covers the UK market. The companies
assessed in this quadrant exclude the larger

iSG Provider Lens

Salesforce practices that derive most of their
revenue from projects delivered to large
enterprises and those that occasionally provide
services in the UK but do not have a permanent
presence in the regional market. The companies
that passed our screening process vary greatly
in overall size, but their Salesforce teams based
in the UK consist of 10-100 experts.

Of the 45 providers assessed for this study,
13 have qualified for this quadrant, with five
being Leaders.

Coforge

Coforge's Salesforce practice focuses on
delivering high-quality basic managed services
that are consistent with client needs. Coforge
offers reusable frameworks and accelerators
and has an ongoing managed services contract
with a major retail bank in the UK.

°
+' HEXAWARE

Hexaware offers customised managed services
that are priced in a unique way. It uses a series
of frameworks to facilitate the planning and
delivery of services and employs tools and
accelerators for efficient delivery.
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(0 makepositive

Makepositive delivers managed services,
working as an extension of its clients’ teams. It
focuses on keeping staff skills up to date with
the Salesforce platform evolution, and it uses
its own application health check methodology
during delivery.

X REPLY

Reply delivers services tailored to match
clients’ needs using in-country and regional
resources. It remains competitive in the market
by employing knowledgeable staff with high
productivity. Most of its clients are companies
that engage with other Reply business units.

Zensar Technologies

Zensar Technologies uses a hybrid delivery
model, with at least 50 percent of the workforce
based in the UK. It leverages partnerships with
Salesforce to gain access to new opportunities.
Through the use of targeted actions, it is
growing the business at double-digit rates.
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Implementation Services for Industry Clouds

Who Should Read This Section

This report is relevant to enterprises across all
industries in the UK that are evaluating service
providers offering implementation services for
Salesforce industry clouds. In this quadrant,
ISG defines the current market positions of
the providers in the UK and identifies how they
address the key challenges enterprises face in
the country.

This quadrant covers providers of
implementation services for Salesforce industry
clouds, such as Financial Services Cloud and
Health Cloud. Industry-specific skills and
appropriate accelerators are important success
factors for providers in this quadrant. Service
providers should have the capability to develop
comprehensive solutions based on various
Salesforce products clients require.

With Salesforce moving its offerings towards
higher verticalisation, implementation
services for Salesforce industry clouds

will become a priority in the future. From a
functional perspective, the implementation
services include process consulting, design,
configuration, data cleanup, migration, and
go-live support.

iSG Provider Lens

Production-ready Salesforce Industry Cloud
solutions that are ready to be implemented
with minimum customisation in the healthcare,
retail, financial services, energy, utilities,

and communications industries are gaining
the most market share in the UK because
enterprises prefer ready-to-use solutions with
minimum customisation for industry cloud
implementation.

ISG has identified that financial services,
energy, manufacturing, media, automotive,
healthcare, retail, government, and hi-tech are
emerging markets for Salesforce industry cloud
implementation in the UK. However, providers
have introduced different technology platforms
to resolve industry-cloud-related concerns.
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&

Marketing and sales leaders should read
this report to understand the relative
positioning and capabilities of service
providers that can help them effectively
implement Salesforce Marketing Cloud,
Salesforce Sales Cloud, Heroku, and other
offerings, with the necessary integration into
related systems and analysis solutions.

U

Security and data professionals should
read this report to understand how
providers comply with the security and
data protection laws in the UK for their
Salesforce implementation and integration
practices and how they can be compared

with one another.

4
7
IT and technology leaders should read this
report to understand providers' relative
positioning and capabilities and how they
can help with the effective adoption of
services from Salesforce clouds, along
with integration and analytics solutions.
The report also explains how the technical
capabilities of service providers are
compared in the market.

&

Field service managers should read this
report to understand how service providers
can help implement and expand the use of
Salesforce Service Cloud to manage field
service operations better.
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This quadrant
assesses providers

of implementation
services that focus

on the Industry Cloud
products of Salesforce
and their capability to
develop comprehensive
solutions based on
various Salesforce
products.

Rodrigo Barreto
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Implementation Services for Industry Clouds

Definition

This quadrant includes providers of
implementation services that are focused

on industry cloud products of Salesforce,
such as Financial Services Cloud and Health
Cloud. Industry-specific skills and appropriate
accelerators are important success factors
for this segment. Furthermore, service
providers need the capability to develop
comprehensive solutions based on the various
Salesforce products that are relevant to a
particular client situation. With Salesforce
currently moving its offerings toward higher
verticalisation, this topic will become a high
priority in future implementations. From a
functional perspective, the implementation
services include process consulting, design,
configuration, data cleansing, migration, and
finally, go-live support.

* .
1SG Provider Lens'  ©2023 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Implementation Services for Industry Clouds

Observations

The analysis of the segment reveals that all
Leaders are large companies. A common
thread for these companies is organising
themselves in an industry-aligned manner
and investing in upskilling the workforce on
technology and industry-specific business
processes. The bar is also set high for solution
development. The Leaders tend to work very
closely with Salesforce, and the solutions they
create are infused with innovation in the form
of the pervasive use of Al and high degrees of
automation. These factors make it difficult for
smaller companies to compete in this segment;
however, competing is not impossible. The
analysis reveals that smaller companies can
have competitive Industry Cloud offerings but
in narrowly defined industry sectors.

This is the first year that the Salesforce
Ecosystem Partners study from the ISG Provider
Lens™ covers the UK market. The companies
assessed in this quadrant include both large
and midsize Salesforce partners. The quadrant
excludes companies that occasionally provide
services in the UK but do not have a permanent
presence in the regional market.

iSG Provider Lens

Of the 45 providers assessed for this study,
16 have qualified for this quadrant, with six
being Leaders.

>
accenture

Accenture leverages its specialist workforce
and industry experience to develop industry-
specific solutions built on the Salesforce
platform. It ensures the possibility of integrating
these solutions with other major platforms and
using Al to deliver the orchestration of end-to-
end business processes.

Capgemini@

Capgemini uses its existing experience with
Salesforce Industry Cloud and specialist
workforce to project its participation in this
quadrant. It recently became a Salesforce

launch partner for Automotive Cloud, with its
ability to deliver at scale.
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€& cognizant

Cognizant has set Industry Cloud as the priority
area for growth. It has high levels of experience
in introducing industry-focused solutions

and general industry expertise in numerous
verticals. It emphasizes upskilling its workforce
for industry-specific processes.

IBM takes advantage of also being a
manufacturing business to use first-hand
insights to build solutions using Industry Cloud
and other Salesforce clouds. It leverages its
reach into different industries and industry-
specific solutions to grow its Industry

Cloud business.

Infosys

Infosys benefits from its six-year-old
partnership with Vlocity. Its internal
organisation is already industry-aligned, and
its Infosys Cobalt offering is industry-oriented.
Infosys is planning to maximise opportunities
by focusing on its expertise, solutions,

and partnerships.

Wipro is well experienced with Industry Cloud,
and its industry-aligned, tailor-made solutions
accelerate digital transformation. Wipro
maintains a close relationship with Salesforce,
participating in advisory boards and acting as a
development partner for Industry solutions.
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Implementation Services for Industry Clouds

Cognizant

Overview

Cognizant is headquartered in New

Jersey, U.S., and operates in 41 countries.

It has more than 349,400 employees
across 162 global offices. In FY21, the
company generated $18.5 billion in
revenue, with Financial Services as its
largest segment. Cognizant has one of
the fastest-growing Salesforce practices
in the world and vast capabilities across
Salesforce industry clouds. Cognizant's
Salesforce practice for the EMEA region
is based in the UK, and it has more than
340 Salesforce professionals in the
region.

iSG Provider Lens

Strengths

Strategy to support growth: Cognizant's
Salesforce leadership has identified Industry
Cloud as the priority area for growth and has
created tailored strategic plans for specific
regions, focusing on Industry Cloud's specific
enablement, delivery acceleration, and
offerings.

Extensive experience and industry-focused
solutions: Cognizant offers a variety of
industry-focused solution enablers built

on Salesforce Industry Cloud and other
Salesforce platforms, such as InsurEleVate,
Patient Prime, Utility Next, MedVantage, and
WasteVantage.
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“Working with Industry Cloud solutions and

CQJ developing industry-focused solution enablers are

Leader

Rodrigo Barreto

General industry expertise: Cognizant
focuses on delivering solutions that are
aligned with industry-specific processes. It
has created multiple solution accelerators
and tools in tune with Salesforce Industry
Cloud offerings across various industries,
such as life sciences and healthcare, banking
and financial services, insurance, retail,
travel and hospitality, consumer goods,
communication, media, and manufacturing.

Workforce skilled in industry-specific
processes: Cognizant has expanded its Aim
Higher talent development program with a
focus on Industry Cloud.
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not new for Cognizant, but the company has a new
targeted strategy to accelerate growth in this area.
Cognizant is a Leader in this quadrant.”

Caution

To compete with the peer group and
accelerate its growth in the Industry Cloud
segment, Cognizant should execute better
strategies and find areas where it can be a
launch partner for new Salesforce Industry
Cloud solutions.
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Methodology & Team

The ISG Provider Lens™ 2023 — Salesforce
Ecosystem Partners analyses the relevant
service providers in the regional market, based
on a multi-phased research and analysis
process, and positions these providers based
on the ISG Research methodology.

Lead Author:
Rodrigo Barreto

Editors:
Dona George and John Burnell

Research Analyst:
Puranjeet Kumar

Data Analyst:
Sibasis Panigrahy

Consultant Advisor:
Yadu Singh

Project Manager:
Monika Kathuria

iSG Provider Lens

Information Services Group Inc. is solely
responsible for the content of this report.
Unless otherwise cited, all content, including
illustrations, research, conclusions, assertions
and positions contained in this report were
developed by, and are the sole property of
Information Services Group Inc.

The research and analysis presented in this
report includes research from the ISG Provider
Lens program, ongoing ISG Research programs,
interviews with ISG advisors, briefings with
services providers and analysis of publicly
available market information from multiple
sources. The data collected for this report
represents information that ISG believes to be
current as of January 2023, for providers who
actively participated as well as for providers
who did not. ISG recognizes that many mergers
and acquisitions have taken place since that
time, but those changes are not reflected in
this report.

All revenue references are in U.S. dollars ($US)
unless noted.
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The study was divided into the
following steps:

1.

Definition of Salesforce
Ecosystem Partners market

Use of questionnaire-based
surveys of service providers/
vendor across all trend topics

Interactive discussions with
service providers/vendors on
capabilities & use cases

Leverage ISG's internal
databases & advisor knowledge &
experience (Wherever applicable)

Use of Star of Excellence
CX-Data
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Detailed analysis & evaluation
of services & service
documentation based on the
facts & figures received from
providers & other sources.

Use of the following key
evaluation criteria:

Strategy & vision
Tech Innovation

Brand awareness and
presence in the market

Sales and partner landscape

Breadth and depth of
portfolio of services offered

CX and Recommendation




Author & Editor Biographies

Author

Rodrigo Barreto
Lead Analyst

Rodrigo specialises in management
consulting and enterprise architecture that
he uses to drive insights into the business
and technical capabilities of IT companies
delivering enterprise solutions.

Based in the UK, Rodrigo joined the ISG
Provider Lens™ in 2022 as an independent
consultant. He holds a master's degree

in business administration and an
undergraduate degree in electrical
engineering. His expertise in designing
complex solutions and advising on the

full lifecycle of large IT implementations is
leveraged to assess and report on providers
and software vendors.

iSG Provider Lens

Rodrigo's experience spans more than

three decades in the information and
communications technology sector in a
variety of senior architecture and consulting
roles. He advises investors, providers,
industry bodies and consultancies. Rodrigo
has worked with customers in the Americas,
Europe, the Middle East and Asia.
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Research Analyst

Puranjeet Kumar
Senior Research Analyst

Puranjeet Kumar is a senior research analyst
at ISG and is responsible for supporting and
co-authoring Provider Lens™ studies on
Next-Gen ADM Solutions & Services and
Salesforce Ecosystem. He supports the lead
analysts in the research process and authors
the Global Summary report. Puranjeet

also develops content from an enterprise
perspective and collaborates with advisors
and enterprise clients on ad-hoc research
assignments. Prior to this role, he worked
across several syndicated market research
firms and has more than eight years of

experience in research and consulting, with
major areas of focus in collecting, analysing,
and presenting quantitative and qualitative
data. His area of expertise lies across various
technologies like application development,
analytics, and Salesforce.
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Author & Editor Biographies

IPL Product Owner

Jan Erik Aase

Partner and Global Head - ISG Provider Lens™
Mr. Aase brings extensive experience Now as a research director, principal analyst
in the implementation and research of and global head of ISG Provider Lens™,
service integration and management of he is very well positioned to assess and
both IT and business processes. With over report on the state of the industry and make
35 years of experience, he is highly skilled recommendations for both enterprises and
at analyzing vendor governance trends and service provider clients.

methodologies, identifying inefficiencies in
current processes, and advising the industry.
Jan Erik has experience on all four sides

of the sourcing and vendor governance

lifecycle - as a client,

service provider and

iSG Provider Lens

an industry analyst, a
an advisor.
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About Our Company & Research

iSG Provider Lens

The ISG Provider Lens™ Quadrant research
series is the only service provider evaluation
of its kind to combine empirical, data-driven
research and market analysis with the
real-world experience and observations

of ISG's global advisory team. Enterprises
will find a wealth of detailed data and
market analysis to help guide their selection
of appropriate sourcing partners, while

ISG advisors use the reports to validate
their own market knowledge and make
recommendations to ISG's enterprise
clients. The research currently covers
providers offering their services across
multiple geographies globally.

For more information about

ISG Provider Lens research,

please visit this webpage.

iSG Provider Lens

iSG Research’

ISG Research™ provides subscription
research, advisory consulting and
executive event services focused

on market trends and disruptive
technologies driving change in business
computing. ISG Research delivers
guidance that helps businesses
accelerate growth and create

more value.

ISG offers research specifically

about providers to state and local
governments (including counties, cities)
as well as higher education institutions.
Visit: Public Sector.

For more information about ISG
Research subscriptions, please
email contact@isg-one.com,
call +1.203.454.3900, or visit
research.isg-one.com.
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*
1SG

ISG (Information Services Group)
(Nasdagq: Ill) is a leading global technology
research and advisory firm. A trusted
business partner to more than 900 clients,
including more than 75 of the world's

top 100 enterprises, ISG is committed

to helping corporations, public sector
organizations, and service and technology
providers achieve operational excellence
and faster growth. The firm specializes in
digital transformation services, including
automation, cloud and data analytics;
sourcing advisory; managed governance
and risk services; network carrier services;
strategy and operations design; change
management; market intelligence and
technology research and analysis.
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Founded in 2006, and based in Stamford,
Conn., ISG employs more than 1,600 digital-
ready professionals operating in more than
20 countries—a global team known for

its innovative thinking, market influence,
deep industry and technology expertise,
and world-class research and analytical
capabilities based on the industry’'s most
comprehensive marketplace data.

For more information, visit isg-one.com.
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