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Executive Summary

Global Capability Centers (GCCs) are entering a defining decade, one in which the
leaders will no longer be those who deliver the lowest cost, but those who build
sovereign, self-sustaining capability engines that drive enterprise-wide
transformation.

This paper examines how GCCs are evolving into Innovation Powerhouses,
autonomous ecosystems that generate IP, influence strategy, and orchestrate
transformation across the global enterprise.

Three structural shifts shape this evolution:

1. Al-Native Operating Models - Agentic Al, GenAl factories, and data-first
workflows are fundamentally re-wiring how GCCs deliver value.

2. Sovereign Talent & Capability Engines - Skill densities in Al, cybersecurity,
experience engineering, and domain expertise now determine a hub’s ability
to lead and not just support.

3. Ecosystem-Driven Scale - GCCs that co-innovate with academia, startups, and
government have demonstrated innovation-to-impact cycles that are 2-3x
faster.

India remains the undisputed global leader with 1,850+ GCCs delivering $64.6B in
value (2024), projected to exceed $100B by 2030. Nearly 58% of GCCs have
already invested in Agentic Al, and 83% are scaling GenAl pilots into production.

The GCC of the future is a Resilience Engine - a centre that anticipates disruption,
scales proactively, and anchors enterprise continuity while simultaneously driving

growth.




The Rise of the Sovereign GCC

Traditional Global In-House Centres (GICs) functioned as extensions of HQ, dependent on

corporate teams for direction. Today’s GCCs, however, represent a Sovereign Operating

System - entities capable of:

- Owning transformation strategy

- Building platform IP

- Driving global operating model redesign

- Leading enterprise-wide Al adoption

- Managing business outcomes, not just processes

India’s GCC ecosystem has evolved through SSF’s 3-Stage maturity lens:

Stage 1 - Cost Arbitrage — Stage 2 - Capability Hub — Stage 3 - Capability

Powerhouse

The “Capability Powerhouse” (SSF Level 5 Enterprise Centre) is characterized by
innovation-led growth, digital platform creation, and full-stack domain

ownership.

Case Example

World’s largest retailer, India Global
Capability Centre (GCC), located in
Bengaluru and Chennai, has matured
into a global Al and automation hub,
generating 30+ deployment-ready Al
use cases annually. The team powers
critical technology like Agentic Al,
enhancing global inventory accuracy
and supply chain predictability
through advanced ML models,
predictive analytics, and automated,
self-healing inventory systems

Case Example

US based Leading global financial
services firm Bengaluru GCC now
leads global cybersecurity analytics,
fraud detection modelling, and
cloud modernization—functions
once run from New York.

These shift examples reflect a
broader structural trend: GCCs are
increasingly the most advanced
digital hubs within the
enterprise.




Technology as the Resilience Engine

The Convergence of GenAl, Automation, and Cloud: The "Resilience Engine" is

powered by integrating core technologies that enable hubs to move beyond support
to strategic ownership.

= Agentic Al: 58% of GCCs are investing in agentic Al, which moves beyond
simple assistants to autonomous agents that execute complex workflows.

= GenAl Maturity: 83% of GCCs are scaling Generative Al initiatives, with a focus
on customer service (65%), finance (53%), and operations (49%).

= Predictive Protection: Advanced frameworks are used by 42% of GCCs, though
only 7% have fully established Cybersecurity Centers of Excellence (CoEs).

GCCs that master Al + Cloud + Cybersecurity integration are emerging as

“predictive enterprises.”

Key Tech Indicators (SSF Research, 2025)

> 58% GCCs investing in Agentic Al

> 83% scaling GenAl pilots

> 42% have predictive cyber frameworks

> Only 7% have fully established Cyber CoEs—a major opportunity gap

Agentic Al: From Assistance to Autonomous Execution

Agentic Al shifts GCC workflows from: "Tell me what to do” — “I will do it and notify you.”




Case Example

Pioneer in software and cloud
computing company GCC
engineering teams use agent-
based coding copilots that run
automated code reviews,
reducing defect rates by up to
35% and speeding up release
cycles.

Case Example

International bank, based out
of UK GBS in Chennai uses Al
agents for KYC refresh cycles,
cutting manual effort by
45% and reducing
turnaround from 8 days to
48 hours.

Cyber Resilience Rising

GCCs are moving to Zero Trust architectures, especially in regulated sectors.
Monitoring of third-party access rose from 44% (2024) - 60% (2025).

4 )

A CEQ’s Approach: Leading Digital Transformation through Human Capital

» Treat Al agents as “digital employees” — with governance, roles, and performance metrics
» Institutionalize “Al inside” across every core workflow

» Shift from cloud adoption to cloud optimization

» Design cyber posture as a strategic differentiator, not a compliance necessity




Talent for Tomorrow: Sovereign,
“Self-Sustaining” Talent Engine

Talent - not technology - is the real bottleneck for GCC scale.

Building the Future-Ready Workforce: GCCs are shifting their focus
from headcount expansion to deep capabilities.

= ResKilling Priorities: 71% of centres have made reskilling a top focus in 2025.

= Niche Expertise: Hiring is increasingly targeting specialized roles in AI/ML
(63%), data engineering (54%), and deep domain expertise (66%).

= Retention: Attrition in India GCCs has steadily declined from 13% in 2023 to 9%
in 2025.

Case Example

Innovator in engineering and industrial technology,
based in Germany built a Tech Learning Institute
training 10,000+ employees annually across Al,
ADAS, cloud, and embedded engineering - creating

one of India’s deepest engineering benches.

Case Example

Global Maker of everyday household and personal
care brands India GCC “Build-from-Within
Model” - where P&G runs rotational global
leadership pathways through its India GCC,
producing enterprise leaders who now manage
regional and global portfolios.

A CEO Perspective: Building Future-Ready Talent Pipelines

» Leadership Behaviours: In high-ambiguity environments, the role of a leader has shifted
from micromanaging to creating the broader environment. GCCs are expected to host
over 30,000 global roles by 2030, up from 6,500 today.

» In-House Academies: Successful models involve rotational pathways. GCCs offer 12-20%
higher pay than traditional IT firms, aligning with Gen Z's focus on purpose and growth.

» Institutionalize rotational global roles originating from India

» Move from hiring volume - hiring capability density

\> 4-box capability model: Engineer - Architect - Product Owner = Transformation

Leader /




Self-Sustaining by Design:
Beyond Cost Centres

To be truly self-sustaining, GCCs must own P&L-aligned outcomes are evolving
into portfolio and transformation hubs.

Key Indicators

Shared Accountability: 52% of India-based centres now hold shared
accountability for global decisions, while 26% are formally consulted.

Outcome Ownership: 92% of leaders affirm that GCCs now contribute value far
beyond cost savings. These centres are becoming "decision centres" for global
risk, new products, and digital transformation.

Case Example Case Example

Global payments and card services company, Multinational food and beverage
based in the USA has moved from Ops to company GCC Hyderabad runs a
Decision Hub. It is one of Amex’s highest- Global Digital Command Centre,
impact capability engines. The India GCC owning personalization engines and
now leads demand sensing models for 40+

v Global fraud analytics countries.

v Enterprise credit modelling
v Customer science

v Digital CX platforms




Trade and Transformation: India’s
Strategic Advantage

Geopolitical and Strategic Shifts: India’s emergence as a strategic hub is
accelerated by its unmatched talent ecosystem, producing over 1.5 million
engineers annually. Key growth levers include:

«  Market Growth: The sector is projected to reach $105-$110 billion by 2030.

= Engineering R&D: Engineering research GCCs are growing 1.3 times
faster than overall centre setups. 1.5M engineers are being produced
annually.

= Tier-2 Expansion: Tier-2 cities are creating new cost-to-capability
advantages. Due to rising costs in Tier-1 cities, hotspots like Jaipur,
Coimbatore, and Kochi are emerging.

Case Example

Innovator in engineering and industrial technology, based in
Germany Coimbatore & Semiconductor equipment and services
provider Chennai, both GCCs scaled ER&D work from Tier-2
India - achieving 25-30% lower cost and stronger retention.

Case Example

Leader in global digital payment systems, India GCC -
Al Fraud Engine Ownership - now operates the
enterprise fraud and risk analytics stack for global
markets, once exclusively US-owned.

Beyond Borders: Leadership Playbooks for Modern Trade Dynamics

Macro Trends: The China+1 strategy and India’s global leadership in cloud and Al-driven

analytics are key accelerators.

Maintaining Position: To stay ahead, India-based GCCs must demonstrate Innovation ROI,
\which is 25-40% higher in mature hubs than in traditional ones. )




Ecosystem Collaboration for Scale

Resilience is a collaborative effort involving academia, startups, and government.
Future-ready GCCs operate as ecosystem orchestration hubs. Key enablers include:

1. Academia Partnerships
= [IT Hyderabad with Qualcomm, Nvidia for Al labs
= Amrita Vishwa Vidyapeetham supporting ER&D GCC talent

2. Startup Co-Innovation: GCCs are mentoring startups to accelerate the overall
innovation ecosystem.

= Lowe’s India incubates hyperlocal retail-tech startups
= Mastercard builds fintech sandboxes with Indian startups

3. State-Level GCC Policies: States like Maharashtra and Tamil Nadu have launched
specific GCC Policies to attract investment and create high-skilled jobs.

* Tamil Nadu, Maharashtra, Telangana roll out incentives for innovation
centres, not just IT parks

4. Infrastructure: India's top cities host 800 million sq ft of Grade A office stock to
support this growth.




SSF Global Actionable Framework for

GCC CXOs

Resilient-by-Design Playbook: What CX0Os Must Do Now.

STRATEGIC PILLAR

HIGH-IMPACT CXO ACTIONS

Al & TECHNOLOGY

Move 20-30% of Al PoCs into production; build Agentic Al
governance; create GenAl factories.

CYBERSECURITY

Transition to Zero Trust; build a Cyber CoE; run quarterly resilience
drills; increase 3rd-party access monitoring.

TALENT & CAPABILITY

Build in-house academies; create skill density targets; shift to
capability-led hiring; deploy 12—18 month rotational leadership
tracks.

OPERATING MODEL

Move toward a Capability Powerhouse model; implement
Innovation ROI dashboards; adopt product-oriented operating
models.

ECOSYSTEM & PARTNERSHIPS

Partner with academia for deep skill research; co-innovate with
startups; join state GCC policy councils.

LEADERSHIP & GOVERNANCE

Redesign GCC leadership for global mandate ownership; build
India’s “Leadership Density Index.”

RISK & CONTINUITY

Build predictive risk models; create dual-location resilience
strategies; institutionalize knowledge preservation.




Al-Native Platform-Led

Capability
Powerhouse

Outcome-

Sovereign
Owned

Capability

Support Centre =» Strategic Epicentre
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Talent Platform IP Innovation Ecosystem
Ecosystems ROI Scale

The New Mandate

$100B + GCC | India as Global Hub

Agentic Al
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Conclusion: Summary

The GCC of 2030 will be a Capability Powerhouse. The next-generation GCC will be:
v Al-native

v Platform-led

v Outcome-owned

v Sovereign-capability powered

v Globally influential

[t will transition from “support centre” to “strategic epicentre”. Building a Dﬁ:
"Resilient by Design" hub requires a transition from being a service

provider to a co-owner of the business vision. India’s rise to a $100B+
GCC economy will be led by those who build:

= Agentic Al engines

=  Self-sustaining talent ecosystems

= Platform IP

= Innovation ROI-driven governance models

= Ecosystem-based scale

The Capability Powerhouse is the new mandate
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