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Executive Summary

Report Author: Bruce Guptill

Workplace services drive transformation
through GenAl, hybrid work and sustainability

GenAl maturity shifts from experimentation
to integration

In 2024, GenAl was a promising disruptor.

In 2025, it is a foundational capability. U.S.
enterprises are no longer piloting GenAl.
They are embedding it across workplace
services, from Al copilots and agentic
automation to predictive analytics and
immersive collaboration. According to ISG's
analysis of public research, over 75 percent
of large enterprises use GenAl in at least one
business function, with workplace services
among the most active domains.

Providers have responded by launching
proprietary GenAl platforms, copilots and
orchestration layers. TCS' Cognix, Infosys'
Topaz and Wipro's GenAl Foundry are
examples of how service providers are
productizing GenAl to deliver measurable

business outcomes. The focus has shifted

from cost savings to experience augmentation,

workflow intelligence and adaptive learning.

However, challenges remain. Many enterprises
lack a cohesive GenAl governance model,

and fewer than half are tracking ROl on

GenAl investments. Providers that offer
strategic advisory, ethical Al frameworks and
industry-specific copilots are gaining traction.

Hybrid work recalibrated: From policy
to purpose

The hybrid work debate has evolved. In 2025,
it is no longer about where employees work;
it is about why and how. While some Fortune
500 firms have mandated full-time office
returns, most U.S. enterprises have settled
into structured hybrid models. According

to BuildRemote, 84 percent of companies
with public workplace policies operate on

a hybrid schedule.

Yet, the return-to-office (RTO) push has
triggered backlash. A 2025 GAO report

found that rigid RTO mandates often

reduce productivity and increase attrition.
Enterprises are now focusing on environment-

*
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Workplace services
are strategic
enablers of talent,

productivity and
ESG outcomes
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Executive Summary

based working (EBW), designing spaces
and policies around employee needs, not
executive preferences.

This shift has elevated the role of
workplace services. Providers are helping
clients reimagine offices as collaboration
hubs, using Al to optimize space utilization,
personalize environments and support
inclusive, flexible work. Experience parity
that ensures a consistent employee
experience across remote and physical
settings is now a core KPI.

Experience management becomes a
strategic imperative

Experience level agreements (XLAs) have
moved from hype to maturity. The XLA
Institute’s 2025 report shows that nearly

70 percent of organizations plan to adopt
XLAs by 2026. Experience is no longer a soft
metric. It is a strategic driver of productivity,
retention and innovation.

Providers are embedding XLAs into service
delivery, using sentiment analytics, behavioral
nudging and real-time telemetry. Platforms such
as Infosys' DWX Command Center and Kyndryl's
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Experience Conductor are enabling proactive,
personalized support. Unisys's XLA 4.0 and
Wipro's Al Live Workspace exemplify how GenAl
is being used to orchestrate experience across
IT, HR and facilities management.

Importantly, XLAs are expanding beyond

IT. Healthcare, education and finance sectors
are adopting experience frameworks to
improve frontline engagement, compliance
and service quality.

Sustainability: From compliance to
competitive advantage

Sustainability has become a board-level
priority. In 2025, U.S. enterprises are
embedding ESG metrics into workplace
services, driven by regulatory pressure, investor
expectations and employee values. According
to FM:Systems, 45 percent of occupiers plan

to adopt energy and emissions management
technology in the next 12 months.

Providers are responding with GreenOps
dashboards, circular device programs and smart
building solutions. TCS' CleverEnergy, Wipro's
GreenOps Studio and HCLTech's partnership
with Circular Computing are examples of how

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

sustainability is being operationalized.

Smart workplace technologies (loT sensors,
digital twins, and Al-powered space analytics)
are enabling real-time tracking of energy use,
occupancy and carbon emissions. These tools
reduce costs and also enhance employee well-
being and brand equity.

Workplace outsourcing: From cost center to
transformation engine

The outsourcing model is evolving. Traditional
workplace-only contracts are declining, while
bundled transformation deals are rising.
Enterprises now expect providers to deliver IT
support and business outcomes, from talent
enablement to ESG compliance.

According to KPMG, 81 percent of enterprises
want providers to act as strategic collaborators,
not vendors. This has led to a rise in hybrid
outsourcing models, combining onshore
leadership with offshore delivery, and
integrating Al, automation and experience
design into every engagement.

Providers that offer verticalized solutions, HITL

(human-in-the-loop) Al services and outcome-
based pricing are gaining market share. The

shift from SLAs to XLAs is accelerating this
transformation, aligning service delivery with
employee satisfaction and business agility.

Al-augmented workforce: Redefining roles
and skills

Al'is not replacing workers; it is redefining
work. By 2025, Al is expected to displace

85 million jobs but create 97 million new
ones. The focus is shifting from automation
to augmentation by using Al to enhance
creativity, decision-making and collaboration.

Enterprises are investing in Al-first talent
models, adaptive learning platforms and
digital dexterity programs. Providers such
as Accenture, Infosys and Capgemini are
launching Al academies and immersive
learning environments to support workforce
transformation.

Lifelong learning is now a business imperative.
According to Cengage, 60 percent of

U.S. workers are actively reskilling to stay
competitive. Providers that offer upskilling as
a service, diversity, equity and inclusion (DEI)-
integrated design and Al ethics consulting are
becoming essential partners in talent strategy.

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025 5 G



Executive Summary

Conclusion: Workplace services as
a strategic lever

In 2025, workplace services have evolved

from operational necessities to strategic
enablers of enterprise transformation.

They now sit at the intersection of technology,
talent, sustainability and experience,

shaping how organizations attract, retain

and empower their workforce.

The convergence of GenAl, hybrid work and
ESG imperatives has redefined the expectations
from service providers. Enterprises are no
longer satisfied with reactive support or

siloed IT functions. They demand integrated,
intelligent and outcome-driven solutions that
align with business goals and employee needs.

Providers that succeed in this environment are
those that:

o Embed GenAl across the service stack
to drive automation, personalization and
continuous learning

o Design hybrid work with experience
parity, smart infrastructure and flexible
support models
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e Operationalize sustainability through
circular IT practices, carbon tracking and
ESG-aligned service delivery

o Elevate experience through XLAs, sentiment
analytics and immersive collaboration

o Enable workforce transformation with
Al-augmented tools, adaptive learning
and inclusive design

The U.S. market, in particular, is leading this
shift. Enterprises are investing in workplace
services to reduce costs and unlock agility,
resilience and innovation. As the boundaries
between IT, HR and facilities management
blur, workplace services are becoming the
connective tissue of enterprise strategy.

Looking ahead, the most successful providers
will be those that act not as vendors, but as
strategic partners, cocreating the future of
work with their clients. They will offer not

just technology, but vision, governance

and measurable impact.

In this new era, workplace services are no
longer about keeping the lights on. They are
about lighting the way forward.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

U.S. enterprises are demanding
workplace services that integrate
GenAl, support hybrid work with

measurable experience outcomes
and embed sustainability into
every layer of the digital and
physical workplace.
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© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025 7 G




Provider Positioning

1‘& Provider Positioning

Coforge
Cognizant
CompuCom
Computacenter
Deloitte

Dexian

DWG

DXC Technology

EY

*
1SG Provider Lens

Workplace
Strategy and
Enablement
Services

Not In

Leader

Not In

Product Challenger

Leader
Not In
Market Challenger

Leader

Market Challenger

Page 2 of 6

Collaboration
and Next-gen
Experience
Services

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Managed End-
user Technology
Services - Large
Accounts

Managed End-
user Technology
Services —
Midmarket

Continuous
Productivity
Services
(including Next-
gen Service Desk)

Smart and
Sustainable
Workplace
Services

FUTURE OF WORK SERVICES QUADRANT REPORT

Al-augmented

Workforce

Services

Leader

Leader

OCTOBER 2025

Contender

Contender

Contender

8

Product Challenger

©




Provider Positioning

1‘) Provider Positioning Page 3 of 6
Workplace Collaboration
Strategy and and Next-gen
Enablement Experience
Services Services

HCLTech
Hexaware
Infosys
Insight

ITC Infotech
KPMG
Kyndryl
Lenovo

Long View Systems

*
1SG Provider Lens

Product Challenger Product Challenger Product Challenger

Managed End-
user Technology
Services - Large
Accounts

Managed End-
user Technology
Services —
Midmarket

Continuous

. . Smart and
Prod-uctlwty Sustainable
Services Workplace
(including Next- A P

Services

gen Service Desk)

Al-augmented

Workforce

Services

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

FUTURE OF WORK SERVICES QUADRANT REPORT

OCTOBER 2025

Contender

Contender

9

Market Challenger

Product Challenger

Product Challenger

©




Provider Positioning

1‘) Provider Positioning Page 4 of 6
Workplace Collaboration
Strategy and and Next-gen
Enablement Experience
Services Services

LTIMindtree

Microland

Milestone Technologies
Movate

Mphasis

NTT DATA

Pomeroy

PwC

Red River

*
1SG Provider Lens

Managed End-
user Technology
Services - Large
Accounts

Managed End-
user Technology
Services —
Midmarket

Continuous

.. m n
Productivity S art‘a d Al-augmented
. Sustainable
Services Workforce
. : Workplace .
(including Next- A Services
Services

gen Service Desk)

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2025 10 G




Provider Positioning

1‘) Provider Positioning Page 5 of 6
Workplace Collaboration Managed End- Managed End- Contmufufs Smart and
Productivity . Al-augmented
Strategy and and Next-gen user Technology user Technology . Sustainable
. . . Services Workforce
Enablement Experience Services - Large Services - (including Next- Workplace Services
Services Services Accounts Midmarket g Services

gen Service Desk)

Tech Mahindra Product Challenger Product Challenger

*
ISG Provider Lens © 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED. FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025 1

©



Provider Positioning

1‘) Provider Positioning Page 6 of 6
Workplace Collaboration
Strategy and and Next-gen
Enablement Experience
Services Services

usTt

Wipro

WWT

YASH Technologies
Zensar Technologies

Zones

*
1SG Provider Lens

Managed End-
user Technology
Services - Large
Accounts

Managed End-
user Technology
Services —
Midmarket

Continuous

.. m n
Productivity S art‘a d Al-augmented
. Sustainable
Services Workforce
. : Workplace .
(including Next- A Services
Services

gen Service Desk)

Market Challenger Product Challenger Market Challenger Product Challenger

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2025 12 G




Introduction
Definition
The future of work is constantly evolving,
with enterprises either mandating employees’
return to offices or adopting hybrid working
models. Advancements in GenAl and the
. . . . . need to assimilate new business models to
ThlS StU.dy Workplace Strate.gy and I Contlm.lous Productlwty-Serwces meet dynamic customer demands contribute
Enablement Services (Including Next-gen Service Desk) . .
to this evolution.
evaluates . __—
Enterprises no longer partner with service
pro\/l ders’ providers to just provide laptops, mobiles,
. . Wi-Fi and service desks. Instead, they embrace
i 0 Collaboration and Next-gen Smart and Sustainable Workplace . . '
Cap ablhu es 1n Experience Services S Services flexible working styles and workplaces open
. . to new technological possibilities.
dehveﬂng key A continuum extends from traditional, low-tech
future Of WOI‘k approaches to sustainability-focused agendas,
- Managed End-user Technology Al-augmented Workforce !ncorporatmg.AI, xR anfj |mmer3|ve.e><per|ences
Services aCross Services — Large Accounts - Services |r.1to .E_X' Expgrlence‘parlt}/ is becoming a
. . significant differentiator in the market.
dlfferent reglons Thus, workplaces must deliver seamless EX
regardless of location or customer interaction.
- : . Employees seek the freedom to select
Simplified Illustration Source: ISG 2025 -
Managed End-user Technology their workspace and technology. They need

Services — Midmarket - . .
ubiquitous access to devices, applications,

data, workflow, documents and processes,
irrespective of location. These requirements
demand security, entailing established
platforms, protocols and access rights.
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Introduction

Collaboration and communication are equally
critical, involving internal and external tools
such as AR, VR and XR. However, enterprises
face challenges when integrating pre-pandemic
infrastructure with post-pandemic capabilities.

With autonomous enhancements, GenAl
opens new avenues for increased employee
productivity and efficiency. It allows
enterprise IT to manage back-end workplace
technologies without requiring extensive
manual interventions. Still, enterprises need
expert help strategizing, implementing and
adopting this technology.

This report examines approaches where

next-generation thinking changes the future
workplace landscape.

*
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Introduction

Scope of the Report

This ISG Provider Lens® quadrant report
covers the following seven (spell out

the number of quadrants; do not use a
digit) quadrants for services: Workplace
Strategy and Enablement Services,
Collaboration and Next-gen Experience
Services, Managed End-user Technology
Services — Large Accounts, Managed End-
user Technology Services — Midmarket,
Continuous Productivity Services
(including Next-gen Service Desk), Smart
and Sustainable Workplace Services and
Al-augmented Workforce Services.

This ISG Provider Lens® study offers
IT decision-makers:

e Transparency on the strengths and
weaknesses of relevant providers

e A differentiated positioning of providers
by segments on their competitive
strengths and portfolio attractiveness

e Focus onthe U.S. market

*
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Our study serves as the basis for important
decision-making by covering providers'
positioning, key relationships and go-to-
market considerations. ISG advisors and
enterprise clients also use information from
these reports to evaluate their existing vendor
relationships and potential engagements.

Provider Classifications

The provider position reflects the suitability

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

the local market is sufficiently wide, a further
differentiation of the 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 providers
according to their focus area. As a result, ISG
differentiates them, if necessary, into two client
target groups that are defined as follows:

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

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

o Large Accounts: Multinational companies
with more than 5,000 employees or revenue
above $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 & 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.

o 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).

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025




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 follow sensible market approach
with a goal of becoming a Product or Market
Challenger within 12 to 18 months.

*
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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.

© 2025 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.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2025 16 G
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Who Should Read This Section

This report is valuable for providers offering workplace strategy and enablement services in the
U.S. to understand their market position and for enterprises looking to evaluate these providers.
In this quadrant, ISG highlights the current market positioning of these providers based on the

depth of their service offerings and market presence.

Chief experience officers (CXOs)

Should read this report to understand how leading providers can help them better prepare their
workforces for the changing business models and dynamics in the post-pandemic world. They can
recognize the link between workforce readiness and improved CX, which drives business growth.
CXOs will be better equipped to align their organizational goals with customer-centric initiatives,

ensuring that CX remains at the forefront of their business strategy.

Strategy professionals

Should read this report to identify the most suitable workplace strategy and enablement service
providers. These providers can help companies develop and implement a successful workplace
strategy. Professionals can compare their organization'’s strategies with those of industry leaders

to identify gaps and opportunities.

*
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Consulting professionals

Should read this report to advise companies on workplace strategies and performance,
enabling them to stay up-to-date on trends and developments. By doing so, they can offer
companies customized recommendations through the transition to ensure minimal disruption
and maximum engagement. By leveraging the insights provided, they can ensure that their

clients are well-prepared to meet the challenges of today's evolving work landscape.
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Workplace Strategy and Enablement Services

Definition While some providers develop strategies,
minimizing potential issues needs work
on procurement and CX, project and
change management, and effective . Provide advisory services and
workplace strategy delivery. Tailoring these new business model designs

This quadrant evaluates providers offering Eligibility Criteria
workplace strategy and enablement
services across industries. Organizations
ta||orthe.|r adY'Ce and stratggy .by region, capabilities by industries is crucial, as
market direction and organizational - . . H \dor-neutral ¢

o . . e regulations vary by industry.
responsibility, offering strategic capabilities or workplace transformation-

for enterprisewide workplaces. led business delivery models

and infrast
bottom-lin

experience and references
in delivering workplace-driven

Providers consider modern business models sustainability strategy

) . ; Offer advisory services for
and talent approaches while offering guidance, . . .
compliance and strategies suited to human, human, digital or physical
digital and physical workplaces collectively. workplace strategy
Their services include:

ve industrywide case studies

for workplace strategy olo)
al and

Adopt new talent models that
e Market changes and new business models ‘ ‘ '

e Digital capabilities impacting workplaces d1 ON and te
e New talent models

e Integration of local and remote physical . Integrate local and remote
workplaces physical workplaces to ensure
e Physical asset strategy and assessments experience parity

e Workplace-driven sustainability strategies
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Workplace Strategy and Enablement Services

Observations

In 2025, this quadrant evolved into a hub for
Al-first, sustainability-aligned and hybrid-ready
workplace strategies. Compared to 2024,
providers expanded their advisory capabilities
to include GenAl integration, immersive
collaboration and XLAs.

We are noticing a notable shift from traditional
consulting to vendor-neutral, outcome-

based transformation services. Providers

are increasingly embedding ESG goals, DEI
principles and circular IT practices into
workplace design and delivery. Several firms
have launched proprietary platforms and Al
copilots to support adaptive workforce models
and hybrid work enablement. New entrants
have brought innovation in agentic Al, smart
asset management and sustainability tracking.

The quadrant has also seen increased
alignment between workplace strategy and
broader business transformation goals, with
stronger integration across IT, HR and facilities
management. DXC Technology, a new Leader,
offers vendor-neutral, Al-powered workplace
strategy with platforms such as OASIS and
UPtime. Rising Stars Capgemini and Unisys

*
1SG Provider Lens

have introduced GenAl and XLA approaches
that challenge incumbents.

Overall, the quadrant reflects a maturing market
where workplace strategy is no longer siloed
but central to enterprise agility, EX and long-
term value creation.

From the 51 companies assessed for this study,
30 qualified for this quadrant, with 10 being
Leaders and 2 Rising Stars.

>
accenture

Accenture emphasizes Al-ready environments
and public sector focus, expanding
LearnVantage and Smart Work Anywhere.
Accenture's offerings have deeper GenAl
integration and stronger alignment with
adaptive workforce transformation.

€ cognizant

Cognizant expanded its WorkNEXT platform
with ESG automation and Agent Foundry in
2025, shifting from implementation-heavy
services to business-focused strategic advisory,
emphasizing industry-specific platforms and
autonomous Al agents.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Deloitte

Deloitte highlights its DREAM platform and
ESG suite integration. It has strengthened its
workplace strategy offerings with immersive
digital-physical experiences and expanded
partnerships for scalable transformation.

I\
X TECHNOLOGY

DXC Technology offers vendor-neutral, Al-
powered workplace strategy with platforms
such as OASIS and UPtime. The firm builds
client-tailored solutions based on ethical
talent practices and sustainability.

HCLTech

HCLTech has added FlexSpace 5G, WorkBlaze
and Smart Support Hubs to expand its GenAl
use and sustainability offerings. This has
helped the firm evolve from being perceived
as a systems integrator to a strategic
workplace innovator.

Infosys

Infosys has introduced the NAVI, Orbit and

Cortex platforms and has the ISO/IEC 42001
certification. The company has deepened Al
integration and sustainability, with stronger
industry-specific transformation and global

delivery hubs.

kyndryl

Kyndryl has expanded both Kyndryl Consult
and Kyndryl Bridge platforms for predictive
support and sustainability. ISG sees stronger
integration of hybrid work models and DEI, with
enhanced Al-driven workplace orchestration.

O NTTDaTa

NTT DATA has added several capabilities,
including its Smart Al Agent suite, StampChain
and SAP MSP partnership. It has also expanded
Al and sustainability capabilities, with broader
certifications and industry-specific advisory.
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Workplace Strategy and Enablement Services

. TATA
| ‘ :ﬁ CONSULTANCY
SERVICES

TCS has strengthened its emphasis on
Consult20perate, Cognix and CleverEnergy.
The company has significantly scaled GenAl
training and sustainability tools, enhancing
hybrid workplace integration and industry-
aligned advisory.

Wipro has expanded its Live Workspace
with NeuraDesk, GreenOps and Al copilot

innovation hub. To boost client time-to-value,

Wipro also deepened Al and sustainability

integration, with stronger industry alignment

and immersive collaboration tools.

Capgemini@®

Capgemini (Rising Star) leverages its CHIP Al
Living Labs and circular device management
to emphasize value of GenAl, sustainability
and agentic Al for personalized workplace
transformation.

W unisys

Unisys (Rising Star) offers XLA 4.0, omnichannel
support and Al-driven workplace solutions. The

company emphasizes a unified digital-physical-

human experience across sectors.

*
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Workplace Strategy and Enablement Services

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In
FY24, the company generated $18.5
billion in revenue, with Financial

Services as its largest segment. Infosys’

strategy focuses on helping clients Al
their enterprise by embedding GenAl
into workplace strategies, enabling
personalized EX, intelligent automation
of workflows and enhanced decision-
making. Infosys supports clients in
designing hybrid workplace models,
balancing return-to-office mandates
with employee flexibility. These models
are underpinned by digital tools,
collaboration platforms and real-time
experience monitoring.

*
1SG Provider Lens

Strengths

Al-first strategic approach: Infosys advanced
its Al-first workplace strategy with NAVI,

a multiagent assistant launched in 2025.
Alongside Orbit and Cortex, these platforms
integrate Al, automation and design to

boost productivity, hybrid work support

and measurable business outcomes.

Acquisitions and partnerships: Infosys
expanded capabilities through strategic
moves such as acquiring GuideVision for
ITSM in Europe and partnering with Zoho

for secure, cost-effective collaboration. New
Cloud PC offerings with Microsoft and Citrix
enhanced its hybrid data as-a- service (DaaS)
framework for diverse client needs.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Infosys leads in digital workplace strategy through

CQ? Al-first platforms, strategic global partnerships,

Leader

Bruce Guptill

Sustainability to the core: Infosys embeds
sustainability into workplace services with
smart buildings, circularity models and
device lifecycle strategies. ISO/IEC 42001
certification for responsible Al reinforces
its ethical Al, privacy and compliance

commitments across industries and regions.

Industry-focused global capabilities:
Infosys delivers tailored solutions across
sectors such as energy and banking,
achieving 50 percent TCO reduction and
40 percent task automation. Regional
hubs and a product-centric model ensure
scalable, compliant transformation with
strong local delivery.

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025

sustainability-driven innovations and industry-
specific solutions that deliver measurable business
value and exceptional EX."

Caution

Some clients have expressed concern
regarding Infosys' delivery inconsistencies
and cautious financial outlook. Strong
investment in regional delivery and support
should alleviate such concerns.



Collaboration and Next-gen
Experience Services




Who Should Read This Section

This report is valuable for service providers offering collaboration and next-gen experience
services in the U.S. to understand their market position and for enterprises looking to evaluate
these providers. In this quadrant, ISG highlights the current market positioning of these providers

based on the depth of their service offerings and market presence.

Cybersecurity professionals

Should read this report to learn how service providers address compliance and security challenges
while maintaining a seamless EX. The report highlights innovative technologies and tools that
enhance security while supporting user engagement. The findings will help IT security managers
assess the effectiveness of existing security measures and identify areas for improvement.

By learning about innovative technologies, they can strengthen their security frameworks.

Digital professionals

Should read this report to understand how unified communication and collaboration service
providers fit their digital transformation initiatives. They can understand how these services can
streamline workflows and reduce operational silos while discovering metrics and KPIs to evaluate

the effectiveness of communication and collaboration initiatives.

*
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Procurement professionals

Should read this report to understand the current landscape of unified communication and
collaboration service providers. They can discover tools that enhance team collaboration
and communication across departments while ensuring the chosen services align with the

organization's broader objectives.
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Collaboration and Next-gen Experience Services

Definition

This quadrant assesses service providers

that enhance end-to-end CX and EX and offer
managed services for workplace technology
ecosystems.. Providers enable business leaders,
line-of-business representatives and CXOs to
enhance collaboration and improve experience.
They align digital workplace transformation with
human needs and measurable business results.

Next-generation experience services promote
technology adoption. Providers engage with
clients in an outcome-focused model using an
XLA approach. The experience management
office (XMO) gathers actionable insights
through data, sentiment analysis, ML and
change management.

Providers enhance and support
communication, collaboration and productivity
stacks using Al and GenAl for enterprises. They
offer consulting and advisory services for HR
and operations, guiding change management
and technology adoption. They also promote
digital dexterity, fostering an environment
conducive to learning and skill development
for the evolving workplace.

*
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Eligibility Criteria

an XLA-focused
delivery approach
collabore rien

Support unified
communication, collaboration
and productivity stacks

Provide services to support
the needs of other business

Provide services that enable
proper change management and
technology adoption, ing

Support XMO and associated
services

Pr > services to support
digital dexterity, learning
and skills evolution and
deploy integrated AR and
VR capabilities
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Collaboration and Next-gen Experience Services

Observations

This quadrant experienced a significant
transformation in 2025, driven by the
widespread adoption of GenAl, agentic

Al and immersive collaboration platforms.

Compared to 2024, providers moved beyond
deploying communication tools to delivering
holistic, experience-centric ecosystems. XLAs
replaced SLAs as the standard for measuring
success, with sentiment analytics and
behavioral insights guiding service delivery.
Providers introduced Al copilots, multiagent
orchestration and real-time analytics to
enhance productivity and engagement.
Strategic partnerships with Microsoft, Cisco,
Zoom and ServiceNow have strengthened,
enabling seamless integration across
collaboration and productivity stacks.

Experience management offices (XMOs) have
become more common, aligning IT services
with business outcomes and employee well-
being. Several firms have launched proprietary
platforms to unify communication, automate
workflows and personalize support.

*
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New entrants, including Capgemini, a Rising
Star in the quadrant, have driven interest

in the use of sector-specific solutions and
immersive learning environments, expanding
the quadrant’s scope. The quadrant reflects

a growing demand for secure, scalable and
human-centered collaboration services that
support hybrid work, digital dexterity and
measurable business impact across industries.

From the 51 companies assessed for this study,
29 qualified for this quadrant, with 10 being
Leaders and one Rising Star.

>
accenture

Accenture expanded its Trusted Agent Huddle
and Al Refinery™ in 2025. Throughout the

past year, Accenture has strengthened Al
agent collaboration across platforms and
enhanced digital employee experience (DEX)
measurement with Microsoft Fabric and
Semantic Kernel integration.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

& cognizant

Cognizant launched a $1 billion Microsoft-
ServiceNow initiative in 2024, expanding
WorkNEXT with DigiHub and Workplace
Intelligence. The company has significantly
shifted toward total experience and outcome-
based delivery.

SXC TECHNOLOGY

DXC Technology has introduced Smart Working
Spaces and its XM framework, adding dozens

of Al copilots, real-time voice translation

and hybrid meeting support, enhancing
collaboration and experience analytics.

HCLTech

HCLTech has added TeamsWork, LibreSpace,
Rendezvous and UWX platforms to its portfolio,
and expanded copilot deployments, GenAl
tools and meeting room modernization,
strengthening its partnerships with Microsoft,
Zoom and Cisco.

Infosys

Infosys launched NAVI and Orbit in 2025,
expanding its Wongdoody and Zoho
partnerships. The company strongly focuses
on Al-first collaboration, hyperpersonalized
EX and regional delivery hubs for scalable,
localized support.

kyndryl

Kyndryl introduced its Microsoft Acceleration
Hub and Experience Management as a Service,
and continued to shift from SLAs to XLAs,
emphasizing Al-driven collaboration and
immersive learning environments.

O NTTDaTa

NTT DATA has launched its ExPaaS and
Smart Al Agent suite. It has also expanded
GenAl integration, unified communication
analytics and AR/VR learning tools,
enhancing collaboration and total
experience management.
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Collaboration and Next-gen Experience Services

. TATA ..
CCS sumncr Capgemini
SERVICES

TCS is heavily leveraging its WisdomNext, Capgemini (Rising Star) has introduced CHIP Al,
Copilot and XMO frameworks. It also advanced ~ Copilot Studio integrations and sector-specific
Al-augmented collaboration, immersive tools tools to boost clients' time-to-value. Strategic
and behavioral nudging, with stronger XLA- partnerships and Living Labs have helped it
driven delivery and industry-specific copilots. establish a strong focus on GenAl, immersive

collaboration and measurable outcomes.

W unisys

Unisys introduced XLA 4.0, PowerSuite and
Service Experience Accelerator in 2025.
Compared to 2024, the firm has significantly
enhanced GenAl integration, collaboration
optimization and sentiment-driven insights
across the Microsoft and Zoom ecosystems.

Wipro has expanded its VisionEDGE+,
NeuraDesk and Al Live Workspace in 2025.
It has strengthened its GenAl integration,
immersive tech and XLA frameworks,

with stronger partnerships and
outcome-based delivery.

*
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Collaboration and Next-gen Experience Services

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In FY24,
the company generated $18.5 billion

in revenue, with Financial Services as

its largest segment. Al, hybrid work
demands and a focus on employee-
centric digital transformation have been
driving growth and innovation in its
collaboration and next-generation DEX
services since 2024. Its collaborative
apps integrate persona-based workflows,
in-app communication and automation
within platforms such as Microsoft
Teams to boost productivity and reduce
context-switching. Its DEX services focus
on real-time monitoring, Al sentiment
analysis and proactive support.

*
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Strengths

Integrative platforms: Infosys has
strengthened its collaboration capabilities in
2025 with the launch of its NAVI multiagent
Al assistant and major enhancements to its
Orbit hyperpersonalized EX platform. NAVI
supports HR, IT and sales with contextual
orchestration, while Orbit now includes
more than 100 EX modules. Integrated

with Microsoft 365 and ServiceNow, these
platforms enable intelligent and multilingual
collaboration. Infosys’ Al-first strategy is
backed by ISO 42001 certification and a
growing suite of industry-specific copilots.

Strategic partnerships and platform
investments: Infosys has deepened its
strategic alliances with Microsoft, Cisco and
Nvidia to codevelop Al-first collaboration
solutions, including Copilot Ready Assist

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Infosys leads in next-generation collaboration and

CQ? UX through AlI-first platforms such as NAVI and

Leader

Bruce Guptill

and Azure-based Cloud PC offerings. In 2025,
it partnered with Zoho to deliver secure,
cost-effective collaboration tools for smaller-
scale, less-complex client environments and
launched shared services operations in North
America to improve delivery efficiency.

Global scalability and DEX design:

Infosys has invested in regional hubs (e.g.,
Disseldorf, Calgary), expanded its design
capabilities via Wongdoody and Oddity, and
launched future of work zones in India and
Europe. These investments enable localized
delivery, immersive experience and rapid

deployment of Al-first collaboration solutions.
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Orbit, deep tech partnerships and global design
investments that deliver intelligent, scalable and
industry-tailored digital workplace solutions.”

Caution

Infosys can strengthen U.S. commercial
collaboration and DEX delivery by
strengthening local talent, accelerating
Al integration and enhancing partner
synergies to boost agility, innovation and
client-specific value in a competitive and
evolving workplace services market.



Managed End-user Technology
Services — Large Accounts



Who Should Read This Section

This report is valuable for providers offering managed end-user technology services in the U.S. to Cybersecurity professionals
understand their market position and for enterprises looking to evaluate these providers. In this Should read this report to understand how providers address the significant challenges of

quadrant, ISG highlights the current market positioning of these providers based on the depth of compliance and security while maintaining a seamless EX. They can learn about innovative

their service offerings and market presence. technologies and tools that enhance security while supporting user engagement. The findings
T . . will help IT security managers assess the effectiveness of current security measures and
Chief information officers (CIOs) P ¥ manag Y
identify areas for improvement. By learning about innovative technologies, they can enhance
Should read this report to understand how existing processes and protocols influence an . .
their security frameworks.
enterprise’s use of workplace technologies. The report highlights the potential limitations of
adopting new capabilities and technologies and outlines strategies to mitigate these challenges.

ClOs will find guidance on fostering a culture of innovation and adaptability within their teams.

Technology professionals

Should read this report to understand how providers' relative positioning and abilities can help
them effectively plan and select managed end-user technology services. The report discusses
building effective partnerships with service providers for ongoing support and innovation.

It highlights the best practices for deploying managed digital workplace services within

their organizations.

*
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Managed End-user Technology Services — Large Accounts

Definition

This quadrant evaluates service providers
that manage technology for enterprise IT
departments to support end users. These
managed infrastructure services in the digital
workplace include end-user enablement
through devices, applications, cloud
workspaces and endpoint security. Providers
offer complete end-user computing (EUC)
services, including device management,
patch management, device and application
provisioning, virtualized desktop access

and device lifecycle management. They
support BYOD initiatives, mobility and
telecom expense management, proactive
experience management and digital
employee experience (DEX). Provisioning,
managing and securing devices are the

*
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primary steps to enabling a digital workplace,
providing devices with integrated collaboration
and productivity capabilities. These services
can also be tailored for specific industries,
such as retail, hospitality and healthcare.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
1. Provide connected, always-on

and updated end-user devices
for ure collaborati And

‘t unified endpoint
management (UEM), enterprise
mobility management,
application provisioning and
patch management

er complete device lifecycle
services,

ide DEX solutions for
automated issue resolution

€ experience in
providing virtual desktop
services on-premises and on
the cloud ( 3 ice)

Offer related field services,

Include end-user technology
services management in at least
75 percent of regional contracts

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2025 34 G



Managed End-user Technology Services — Large Accounts

Observations

In 2025, this quadrant advanced significantly
with the integration of Al-driven automation,
predictive analytics and sustainability-focused
device lifecycle management.

Compared to 2024, providers have expanded
zero-touch provisioning, virtual desktop
infrastructure (VDI) and unified endpoint
management (UEM) capabilities. Many

have shifted from SLA-based models to XLA
frameworks, embedding sentiment analysis
and proactive remediation into service delivery.
Strategic partnerships with Microsoft, Dell,
ServiceNow and other OEMs have enabled
the stronger integration of endpoint security,
compliance and collaboration tools. Providers
have also introduced modular platforms

for device as a service (DaaS), experience
monitoring and intelligent support.

New competitors have entered the quadrant
with strong sustainability credentials, circular
IT practices and GenAl-powered support. The
quadrant reflects a shift toward scalable, secure
and intelligent workplace support tailored to
large enterprise environments.

*
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Providers are increasingly expected to

deliver operational efficiency, measurable
improvements in EX, sustainability and
business agility. The competitive landscape has
tightened, with innovations and adaptability
becoming key differentiators.

From the 51 companies assessed for this study,
32 qualified for this quadrant, with 10 being
Leaders and one Rising Star.

>
accenture

Accenture has extended its Al-driven
automation and public sector expansion via
its L3Harris partnership. It offers mobile device
security assessment and stronger integration
of cloud and infrastructure modernization.

& cognizant

Cognizant has expanded its WorkNEXT
portfolio with DigiHub and Al Solution Stack.
The company continues to shift toward
XLA-based pricing, and has added industry-
specific device support and sentiment-driven
experience management.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

-\~
X TECHNOLOGY

DXC Technology has added Al-powered
device intelligence and expanded its smart
locker logistics capabilities. It has also
strengthened its partnerships and enhanced
predictive analytics for device provisioning
and sustainability optimization.

HCLTech

HCLTech introduced Al PC as a service, Smart
Support Hubs and BigFix Workspace+., while
scaling zero-touch provisioning and predictive
endpoint healing, with expanded global
delivery centers.

Infosys

Infosys has added key capabilities, including
DWX Command Center, AR support and

the KEI framework. It has also expanded its
DaasS offerings, GenAl agents and regional
hubs, with stronger industry-specific device
lifecycle services.

kyndryl

Kyndryl has focuses on its Kyndryl Bridge
capabilities in 2025, while expanding DaaS
with Nerdio and Horizon. It has also added
ESG metric tracking and codeveloped cyber
resilience services with Microsoft.

® NTTDaTa

NTT DATA has launched its Workplace
Smart Al Agent suite and ExPaaS platform.
It has also expanded global field services,
added multilingual support and improved
provisioning speed with Al automation.

TCS is aggressively leveraging its Cognix, ignio
and ESM stack. It has enhanced Al-powered
automation, sustainability dashboards and

industry-specific integration across IT, HR
and facilities management.
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Managed End-user Technology Services — Large Accounts

wunisys

Unisys has introduced a device subscription
service and service experience accelerator.
Compared to 2024, Unisys has expanded
proactive support, sentiment analytics

and secure VDI services with flexible
financing options.

Wipro has expanded its offerings substantially,
adding WaaS360, virtuadesk and CPQ pricing
via PROS. It has strengthened its Al-driven
lifecycle management and compliance-focused
EUC remediation with low-code automation.

Capgemini@®

Capgemini (Rising Star) has introduced

CHIP Al, SDLM and Buddybot. Focusing on
sustainable device lifecycle management,

the firm has expanded predictive support and
sector-specific enablement with strong Al and
automation integration.

*
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Managed End-user Technology Services — Large Accounts

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In FY24,
the company generated $18.5 billion

in revenue, with Financial Services as
its largest segment. Infosys reports
significant advancement of managed
end-user technology services driven by
Al, automation and hybrid workplace
demands. It manages 6.5 million
devices and supports 6.3 million end
users through over 6,800 full-time
employees (FTEs), with these services
accounting for 29 percent of its global
digital workplace revenue, 34 percent of
which comes from the Americas.

*
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Strengths

Critical partner ecosystem:
Collaborations with Microsoft, Citrix,
VMware and ServiceNow support endpoint
management, while GoTo, Hemmersbach
and Iron Systems provide remote and
onsite support. Partnerships with Systrack,
NexThink and Aternity enhance device
experience management. Infosys integrates
its own and partner RPA, IAM and analytics
tools to streamline device provisioning,
patching and lifecycle management across
hybrid and cloud environments.

Scalability and industry-specific needs:
Infosys has invested in regional delivery
hubs and expanded its offerings for sectors
such as healthcare, manufacturing and
retail. Its Eliminate First strategy reduces

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Infosys leads in managed end-user technology

CQ? services through Al-driven resolution tools, global

Leader

Bruce Guptill

ticket volumes from day one, while its KEI
framework and AlOps observability tools

ensure continuous optimization of digital EX.

Resolution improvement with agentic Al
and AR: Infosys' DWX Command Center and

ESM Café support proactive issue resolution.

Infosys has also introduced GenAl-based
virtual agents and AR-powered remote
support to reduce resolution time and
improve user satisfaction.

Robust usage base: Infosys supports over
19 million endpoints and 11.7 million users
globally. It has expanded its device-as-a-
service (DaaS) offerings in partnership with
HP, Dell, Lenovo and Apple and is targeting
rugged device management for frontline
workers in retail and utilities.
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DaasS scale, deep partner integrations and industry-
specific delivery models that enhance productivity,
reduce tickets and optimize digital experiences.”

Caution

Client-side issues that include fragmented
legacy systems, inconsistent field support
and complex platform transitions may
hinder Infosys' managed end-user services,
underscoring the need for streamlined
integration and consistent local delivery

to improve outcomes.




Managed End-user Technology
Services — Midmarket



Who Should Read This Section

This report is valuable for providers offering managed end-user technology services in the U.S. to
understand their market position and for enterprises looking to evaluate these providers. In this
quadrant, ISG highlights the current market positioning of these providers based on the depth of

their service offerings and market presence.

Chief information officers (ClOs)

Should read this report to understand how existing processes and protocols influence an
enterprise’s use of workplace technologies. The report highlights the potential limitations of
adopting new capabilities and technologies and outlines strategies to mitigate these challenges.

ClOs will find guidance on fostering a culture of innovation and adaptability within their teams.

Technology professionals

Should read this report to understand providers' relative positioning and abilities, which will help
them effectively plan and select managed end-user technology services. The report discusses

building effective partnerships with service providers for ongoing support and innovation and

outlines best practices for deploying managed digital workplace services within their organizations.

*
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© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Cybersecurity professionals

Should read this report to understand how providers address significant compliance and security
challenges while maintaining a seamless EX. They can learn about innovative technologies

and tools that enhance security while supporting user engagement. The findings will help

IT security managers assess the effectiveness of existing security measures and identify

areas for improvement. By learning about innovative technologies, they can strengthen their

security frameworks.
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Managed End-user Technology Services — Midmarket

Definition

This quadrant evaluates service providers
that manage technology for enterprise IT
departments to support end users. These
managed infrastructure services in the digital
workplace include end-user enablement
through devices, applications, cloud
workspaces and endpoint security. Providers
offer complete end-user computing (EUC)
services, including device management,
patch management, device and application
provisioning, virtualized desktop access and
device lifecycle management. They support
BYOD initiatives, mobility and telecom
expense management, proactive experience

management and digital employee experience

(DEX). Provisioning, managing and securing
devices are the primary steps to enabling

a digital workplace, providing devices with
integrated collaboration and productivity
capabilities. These services can also be
tailored for specific industries, such as retail,
hospitality and healthcare.

*
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Eligibility Criteria

1. Provide connected, always-on
and updated end-user devices
for ure c DOrE nd

't unified endpoint
management (UEM), enterprise
mobility management,
application provisioning and
patch management

Offer complete device lifecycle
management services,
"OCUTrE

> DEX solutions for
automated issue resolution

De te experience in
providing virtual desktop
services on-premises and on
the cloud ( 0 ice)

Include end-user technology
services management in at least
75 percent of regional contracts
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Managed End-user Technology Services — Midmarket

Observations

This quadrant matured in 2025 with a

strong focus on modularity, automation and
midmarket-specific service delivery. Compared
to 2024, providers expanded Al-first platforms,
multilingual support and flexible pricing models
tailored to SMB and midmarket clients.

The quadrant reflects a growing demand

for agile, cost-efficient and personalized
end-user technology services that can scale
with evolving business needs. Providers that
offer localized support, intuitive automation
and measurable outcomes are increasingly
favored by midmarket enterprises seeking
transformation without enterprise-

level complexity.

Device lifecycle automation, zero-touch
provisioning and smart locker-based field
services have become standard offerings.
Several new entrants have introduced gig-
enabled delivery, GenAl copilots and
outcome-based contracts.

*
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Providers emphasize sentiment-driven
experience management, proactive remediation
and industry-specific solutions for retail,
healthcare and manufacturing. Strategic
investments in AR/VR, predictive analytics

and hybrid workforce support have enhanced
service personalization and scalability. While
many Leaders have retained their positions,
Rising Stars have brought innovation in elastic
workforce models and circular IT practices.

From the 51 companies assessed for this study,
32 qualified for this quadrant, with nine being
Leaders and two Rising Stars.

Bell Techlogix

Bell Techlogix has added Al-enhanced endpoint
services, Tech Cafés and predictive analytics.

It has also expanded modular midmarket
offerings and strengthened automation and
asset management capabilities.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

© compucom.

CompuCom heavily emphasizes full lifecycle
observability (FLO) and GenAl-driven DEX. It
has strengthened Al automation, expanded
midmarket focus and improved proactive
remediation and hybrid workforce support.

HEXAWARE

Hexaware introduced its TANOSHI and
Tensai® platforms with predictive automation
in 2025. It has also added flexible pricing,
multilingual assistants and stronger midmarket
alignment with Al-powered lifecycle and
experience services.

Lenovo, promoted to Leader in 2025 from a
Rising Star in 2024, has expanded its TruScale
DaaS and Care of One platform. It has also
expanded hyperpersonalized support, AR/VR
lifecycle management and stronger midmarket
pricing flexibility.

@ LTIMindtree

LTIMindtree highlights Al-first workplace
services and modular pricing. The company
has greatly expanded its autopilot provisioning,
GenAl copilots and vertical-specific support,
enhancing midmarket scalability and
experience personalization.

? POMEROY

Pomeroy has introduced the BanzAl platform
and DDaaS model, expanding Al-driven
zero-touch support and industry-specific
field services and improving device lifecycle
efficiency and localized expertise.

’éstefagloruig

Stefanini has introduced StefleX and Al-first
architecture. It has also scaled predictive
remediation and modular ITSM offerings,
enhancing midmarket flexibility and proactive
experience optimization.
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Managed End-user Technology Services — Midmarket

TECH
mahindra

Tech Mahindra has broadened its FLEX DWP
with multilingual GenAl and Intel vPro support.

It also has added AR/VR field services and
healthcare loT, strengthening industry-specific

innovation and global device lifecycle coverage.

_
Zensar Technologies emphasizes Al-led
service desks and localized delivery. Since
2024, it has expanded vertical-specific
solutions and acquired Bridge View Life
Sciences, strengthening its healthcare
and life sciences expertise.

Movate

Movate (Rising Star) has introduced Gen5.Al,
uXLA metrics and gig-enabled delivery. Focused
on modular device lifecycle and proactive
support, Movate's elastic workforce models are
tailored to midmarket transformation.

Red River

Red River (Rising Star) offers full lifecycle
DaaS, Al chatbots and virtual desktop services.
It focuses on automation-led support and
vertical-specific solutions for healthcare and
public sector clients.

*
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Continuous Productivity Services
(Including Next-gen Service Desk)



Who Should Read This Section

This report is valuable for service providers offering continuous productivity services (including Digital professionals
next-gen service desk) in the U.S. to understand their market position and for enterprises looking Including facility managers, should read this report to understand how digital service desk

to evaluate these providers. In this quadrant, ISG highlights the current market positioning of these and workplace support service providers fit their digital transformation initiatives. They can

providers based on the depth of their service offerings and market presence. gain insights into how these services can streamline workflows and reduce operational silos
. while discovering metrics and KPIs to evaluate the effectiveness of communication and

Technology professionals g

collaboration initiatives.

Including workplace technology leaders, should read this report to learn about providers that can

help them modernize service desk and workplace support services. The report discusses building
effective partnerships with service providers for ongoing support and innovation and outlines best

practices for deploying continuous productivity services within their organizations.

Field service professionals

Should read this report to understand how providers implement and expand the uses of
workplace services to better manage field service operations. They can gain insights into key
performance indicators (KPIs) that can help measure the effectiveness of field service operations.
Field service professionals will be equipped with the knowledge and tools necessary to drive

improvements in their operations.

*
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Continuous Productivity Services (Including Next-gen Service Desk)

Definition Providers measure success through XLAs
linked to business outcomes rather than GG o st e

: . . . Provide automated and
This qua.d ranl: asse;‘ses.s?rwce Zrovflders SLAs. They enhance business outcomes by Slllplathry Caliank contextualized support for
supporting th e pro UCdt"é'té’ '?;e SE Inext— leveraging automation and offering remote and . P deliver-anywhere d : ) ppﬂ s
8ener:at|on, uman and hybri w.o.r places. self-service options like AR self-fix, workplace TGS T FER SR en user% i on their rc
Today's workforce prefers the ability to work support, service desk, tech bars, DigilLockers P : el
from anywhfere and anytime, .Ieading to th.e and omnichannel chat and voice support. - Offer f':luy integrated o . Quantify workplace support
need for a different IT operating model driven analytics and automation for

function performance
traditional s m

by changes in business models and market ution
channels. Providers must offer enhanced

o ; ) - contextualized Al
support capabilities, making typical service

e a robust local presence

desk offerings less appealing yet available. support 1o

Next-generation services include sentiment . Pr e service desk
analysis, automated DEX triage, Al-powered augmentation

health monitoring and emerging technologies

such as AR and VR. Providers must also . Offer XLA-driven support

leverage Al and cognitive technologies for A-drive
user-facing tasks to achieve cost savings.

*
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Continuous Productivity Services (Including Next-gen Service Desk)

Observations

Between 2024 and 2025, the Continuous
Productivity Services quadrant evolved from
cautious GenAl exploration to full-scale
integration. GenAl is now foundational,

with providers embedding it across service
desks, collaboration platforms and support
ecosystems. XLAs have matured into strategic
metrics, replacing SLAs and becoming central
to experience-driven service delivery. Platforms
such as Infosys’ DWX and Kyndryl's Experience
Conductor exemplify this shift.

Hybrid work has transitioned from policy
debates to purpose-driven design. Enterprises
now prioritize environment-based working
(EBW), using Al to personalize spaces and
ensure experience parity across remote and
physical settings. This emphasis has elevated
workplace services as enablers of collaboration
and productivity.

Sustainability has progressed from compliance
to strategic priority. Providers now offer
ESG-aligned services such as carbon

tracking, circular device programs and smart

*
1SG Provider Lens

infrastructure. TCS, Wipro and HCLTech lead
this initiative with operationalized sustainability
platforms.

Overall, workplace services are no longer
tactical IT functions, they are strategic levers
for transformation, talent enablement and ESG
outcomes. Providers that deliver Al-powered,
experience-centric and sustainable solutions
are gaining market share and reshaping
enterprise expectations.

From the 51 companies assessed for this study,
32 qualified for this quadrant, with 11 being
Leaders and one Rising Star.

>
accenture

Accenture leads with its Al-powered DEX
platform and immersive AR/VR support,
integrating GenAl and strategic investments,
such as Workhelix to deliver proactive,
experience-led and scalable workplace
productivity solutions.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

€ cognizant

Cognizant WorkNEXT™ platform, GenAl
investments and AR/VR innovations, enable
predictive, self-healing support and hybrid
workplace transformation, positioning it as
a leader in proactive, personalized digital
support services.

V'
X TECHNOLOGY

DXC Technology combines Al-first
autonomous support, predictive analytics
and global provisioning with platforms, such
as OASIS and UPtime™, delivering scalable,
secure and user-centric productivity services
across industries.

HCLTech

HCLTech GenAl-first transformation, immersive
automation and unified global support model,
featuring Al Force, WorkBlaze and multilingual
voice Al, drive proactive resolution and
measurable productivity gains.

Infosys

Infosys leads with Al-first platforms such as
Cortex and DWX, launching GenAl assistants
and AR support to reduce MTTR, enhance self-
service and scale omnichannel support globally.

kyndryl

Kyndryl integrates Al-driven service desks,
omnichannel self-service and XLA-based
experience management, delivering proactive,
contextualized and autonomous workplace
support at enterprise scale.

O nNTTDaTa

NTT DATA Workplace Smart Al Agent™ suite,
immersive self-service tools and XLA-led
delivery, backed by partnerships with Microsoft
and OpenAl, enable scalable, contextual and
autonomous workplace support.
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Continuous Productivity Services (Including Next-gen Service Desk)

z stefanini

Stefanini's Al-first workplace model, SAI
platform and $350 million investment

in automation and acquisitions enable
contextualized, scalable support and
measurable outcomes across U.S.
enterprise environments.

. TATA
l ( :ﬁ CONSULTANCY
SERVICES

TCS delivers Al-powered, autonomous
support via Cognix™ and ignio™, with
omnichannel Zero Service Desk models and
industry-specific XLAs driving proactive,
contextual and scalable workplace support.

*
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W unisys

Unisys Service Experience Accelerator
integrates GenAl, telemetry and omnichannel
tools to deliver proactive, XLA-driven support,
reducing downtime and aligning IT with
business outcomes.

Wipro NeuraDesk, immersive self-service tools
and XLA frameworks deliver autonomous,
hyperpersonalized support, enabling proactive,
cost-efficient productivity services across
global enterprise environments.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

C . 0‘

Rising Star Capgemini's CHIP Al,

omnichannel tools and XMO-driven insights
deliver proactive, personalized and sustainable

support, positioning it as a trusted provider of
next-gen workplace productivity services.

FUTURE OF WORK SERVICES QUADRANT REPORT | OCTOBER2025 49 G



Continuous Productivity Services (Including Next-gen Service Desk)

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In FY24,
the company generated $18.5 billion in
revenue, with Financial Services as its
largest segment. Continuous productivity
services and next-generation service
and support are central to Infosys' digital
workplace transformation strategy,
leveraging Al, automation and analytics
to enhance user experience and
operational efficiency. Infosys embeds
Al into clients’ workflows, enabling
continuous productivity improvements
across IT operations, billing and order
management functions. A growing
repository of domain-specific Al agents
and model development services
supports these efforts.

*
1SG Provider Lens

Strengths

Al-first services refinement: Infosys has
refined its core service desk operations
through its Al-first Cortex platform

and DWX Command Center, enabling
predictive analytics, intelligent triaging and
achieving up to 80 percent first-contact
resolution. In 2024, the company launched
GenAl-powered assistants and AR-based
remote support, enhancing self-service and
reducing clients’ reported mean time to
resolution by 10 percent.

Comprehensive portfolio: The company's
next-generation service desk portfolio
includes virtual walk-in centers, digital
lockers and tech bars, offering omnichannel
access and seamless hardware lifecycle
support. Infosys uses DigiLocker technology
withreal-time inventory tracking and

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Infosys leads in continuous productivity and
CQU next-generation service desk services through Al-
first platforms, GenAl assistants, AR support and

Leader

omnichannel tools that reduce MTTR, enhance

autonomous self-service and facilitate scalable

global delivery.”

Bruce Guptill

automated replenishment, improving device
availability and reducing downtime for end
users. Strategic partnerships with Microsoft,
Citrix and GoTo underpin its global delivery of
virtual desktop and remote support services.

Al-powered autonomous support:

Infosys' Al-first workplace model integrates
sentiment analysis, cognitive automation
and persona-based support. Its Cortex and
eGenie platforms deliver contextualized,
autonomous support across IT, HR and
business functions. The company’s transition
from SLA to XLA metrics is supported by its
XMO and KEI dashboards.

FUTURE OF WORK SERVICES QUADRANT REPORT |  OCTOBER 2025

Caution

Infosys’ continuous productivity services face
a range of client environment challenges,
including fragmented legacy environments
and uneven adoption of emerging Al,
highlighting the need for unified platform
integration and stronger change enablement
across diverse client ecosystems.



Smart and Sustainable
Workplace Services



Who Should Read This Section

This report is valuable for service providers offering smart and sustainable workplace services Strategy professionals
in the U.S. to understand their market position and for enterprises looking to evaluate these Should read this report to identify the most suitable smart and sustainable workplace service

providers. In this quadrant, ISG highlights the current market positioning of these providers providers that can help companies develop and implement an effective ESG strategy. They

based on the depth of their service offerings and market presence. can compare their organization’s strategies with those of industry leaders to identify gaps and
C-suite executives opportunities. By leveraging the insights provided, they can ensure that their clients are well-
prepared to meet the challenges of today's evolving work landscape.

Should read this report to understand the latest trends in smart and sustainable workplace
services, aiding in resource allocation and strategy development. The report outlines best practices
that streamline processes and reduce operational costs while maintaining quality. It also highlights

implementing eco-friendly practices that align with corporate social responsibility objectives.

Chief sustainability officers and ESG professionals

Should read this report for insights on developing and implementing effective, sustainable
strategies. The report includes guidance on developing a long-term vision for sustainability that
integrates with overall business strategy. It identifies opportunities for sustainable investments

that align with corporate goals.

*
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The quadrant assesses
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Smart and Sustainable Workplace Services

Definition responsible spaces. They must also integrate
. . . experience parity capabilities, unified Eliqibili .. e ) .
o ) igibility Criteria . Pr e services to reduce
This qua.d rant assels:?‘res Set:\lllze protzmljers q communications and smart collaborative g Y D —
SUpportmg smart, ol-enabled workplaces an workspaces. Their services must include 1. Support smart office spaces )
helping clients achieve sustainability goals. . . ) : a
) o loT-enabled functionality for smart campuses, . ol 3

Modern workplaces combine human, digital . I B

. . focusing on ESG initiatives. h Kinc rt buildinc . Assistin aligni
and physical elements for remote, hybrid - R ) ~ d for ESG
or in-person collaboration and productivity. <liniol et _h ly management by strategles an {netrlcs O}' -
Office buildings must also be integrated, leveraging IoT and the latest reporting, part
inclusive and sustainable. technologies 0 i
Facing commercial occupancy issues, providers . Support asset efficiency and
must CoIIa.bo.rate yvith enterprise leaders to address energy management
create holistic office strategles'. Thg){ must requirements
leverage technology and sustainability to
design, implement and manage environments . Prc inclusive, adaptable
that enhance operational efficiency, employee and integrated hybrid working
well-being and environmental responsibility. solutions and

Providers must build environments with smart
meeting and facility management solutions,
creating adaptive, efficient, inclusive and

*
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Smart and Sustainable Workplace Services

Observations

As regulatory requirements grow and mature,
and stakeholder expectations rise, smart and
sustainable workplace services are becoming
essential for long-term enterprise resilience
and brand value.

This quadrant has expanded for 2025, with
more emphasis on ESG integration, smart
infrastructure and Al-powered sustainability
tracking. It now reflects a growing convergence
of digital workplace innovation and
environmental responsibility.

Sustainability for clients has evolved

from a compliance checkbox to a core
differentiator, with providers embedding
ESG goals into workplace strategy, asset
management and service delivery. Providers
are increasingly expected to deliver measurable
reductions in carbon footprint, energy

use and waste, while enhancing employee
experience and operational efficiency.

As a resut, more providers have introduced
or expanded carbon assessment tools,
circular device programs and loT-enabled
workplace optimization.

*
1SG Provider Lens

Strategic partnerships with Microsoft, SAP,

Dell and others enable and support a widening
array of energy-efficient transformation and
real-time sustainability reporting for providers.
Several providers have even launched their own
platforms for emissions tracking, smart building
management and climate risk analytics. New
entrants bring immersive collaboration tools
and industry-specific sustainability solutions.

From the 51 companies assessed for this study,
21 qualified for this quadrant, with eight being
Leaders and two Rising Stars.

>
accenture

Accenture has advanced its smart workplace
services with loT-enabled buildings, Al
partnerships, and ESG-aligned strategies.
Strategic acquisitions and OpenBlue Innovation
Centers enhance its ability to deliver scalable,
sustainable and immersive workplace solutions.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

€ cognizant

Cognizant has improved its smart workplace
portfolio with GenAl investments, WorkNEXT™
and strategic partnerships. It strengthened
ESG alignment through decarbonization
initiatives, AR/VR tools and Al-powered
reporting, enhancing hybrid work and
sustainability outcomes.

a\V/al
X TECHNOLOGY

DXC Technology introduced Smart Working
Spaces and Al-driven ESG analytics, helping
clients achieve strong emissions reductions.
Recognized for ESG leadership, it integrates
loT, Al and sustainability to optimize hybrid
workspaces and real estate efficiency.

HCLTech

HCLTech continues to enhance smart
workplace offerings, including WorkBlaze,
LibreSpace and NIO, solidifying its
leadership. It supports energy optimization,
device lifecycle sustainability and
predictive analytics, helping clients reduce
emissions and align with ESG goals.

Infosys

Infosys has enhanced its smart workplace
services with platforms such as NAVI and Orbit,
integrating circular device management, Al-
driven analytics and carbon tracking to support
inclusive, energy-efficient and ESG-aligned
hybrid environments.

kyndryl

Kyndryl is expanding loT-enabled workplace
services and predictive ESG analytics via
Kyndryl Bridge. It supports net-zero goals
with energy optimization, Scope 3 tracking
and smart facility management across
hybrid environments.

TCS solidified its leadership with Clever
Energy™, Grow+ and DEl-focused hybrid
workspaces. It delivers measurable carbon
reduction, ESG reporting and circular IT
practices through loT-driven platforms
and consulting.
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Smart and Sustainable Workplace Services

TECH
mahindra

Rising Star Tech Mahindra's FLEX DWP

Wipro strengthened its smart workplace platform, i.Sustain framework, and AR/VR
services with SpacelQ, GreenOps and tools support smart, sustainable workplaces.
immersive hybrid tools. It supports ESG It emphasizes loT integration, ESG reporting
compliance, energy optimization and and inclusive hybrid collaboration to drive
inclusive collaboration through Al, loT responsible digital transformation.

and sustainability dashboards.

Capgemini@®

Rising Star Capgemini advanced with its CHIP
Al, SDLM and immersive collaboration tools.
It integrates loT, Al and ESG metrics to deliver
adaptive, energy-efficient and inclusive hybrid
workplace ecosystems.

*
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Smart and Sustainable Workplace Services

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In FY24,
the company generated $18.5 billion

in revenue, with Financial Services

as its largest segment. Infosys has
reported notable growth and strategic
advancements in its smart and
sustainable workplace services since
2024, aligning with its broader ESG

and digital transformation goals. The
company was named a Leader in the
2024 1SG Provider Lens® Future of
Work - Services study for Smart and
Sustainable Workplace Services for

the U.S. and Germany. This recognition
underscores Infosys' strength in
integrating Al, loT and sustainability into
workplace transformation strategies.

*
1SG Provider Lens

Strengths

Holistic integration of sustainability:
Infosys integrates sustainability into its
digital workplace strategy through circular
device lifecycle management, persona-
based procurement and Al-powered usage
analytics. Its Wingspan platform fosters

a culture of environmental responsibility,
while ESG metric tracking and change
management campaigns promote low-
emission behaviors and inclusive, digitized
work environments.

Multiplatform Al and loT foundation:
Infosys' core platforms, Orbit, NAVI, Cortex,
Wingspan and DWX Command Center,
enable smart, sustainable workplaces

through Al-driven automation, loT integration

and hyperpersonalized experiences.
These platforms support energy-efficient

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Infosys is a leader in smart, sustainable digital

CQ? workplace services, integrating Al IoT and analytics

Leader

Bruce Guptill

operations, device circularity and carbon
tracking, enhancing employee productivity
and inclusivity. They also provide real-time
analytics, adaptive learning and intelligent
environmental controls, aligning with

ESG goals and enabling clients to create
connected, efficient, future-ready hybrid
work environments.

Sustainable, smart office services:
Infosys supports green building operations
by applying data-driven intelligence and
offering wayfinding and smart parking
solutions powered by loT. The company
also develops solutions that allow users

to visualize individual carbon footprint
impacts, fostering employee engagement
in sustainability efforts.

to deliver energy-efficient operations, circular device
management, inclusive experiences and real-time
carbon tracking.”

Caution

Infosys should continue to address its
previously noted gap in showcasing
sustainability success within the U.S. market.
While it has delivered impactful carbon
reduction and workplace transformation
initiatives globally, limited visibility of these
outcomes in the U.S. may hinder its ability

to fully leverage its global expertise in
supporting U.S. clients’ ESG goals.
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Al-augmented

Workforce Services



Who Should Read This Section

This report is valuable for service providers offering Al-augmented workforce services in the U.S.
to understand their market position and for enterprises looking to evaluate these providers. In this
quadrant, ISG highlights the current market positioning of these providers based on the depth of

their service offerings and market presence.

Consulting professionals

Should read this report to advise companies on Al-augmented workforce strategies and
performance, ensuring they stay up-to-date on industry trends and developments. By doing so,
they can offer companies customized recommendations through the transition to ensure minimal
disruption and maximum engagement. By leveraging the insights provided, they can ensure that

their clients are well-prepared to meet the challenges of today's evolving work landscape.

Technology professionals

Should read this report to understand how providers' relative positioning and abilities can help
them effectively plan Al-augmented workforce services. The report discusses building effective
partnerships with service providers for ongoing support and innovation and outlines best practices

for deploying Al-augmented workforce services within their organizations.

*
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Chief information officers (CIOs)

Should read this report to understand how existing processes and protocols influence an
enterprise’s use of workplace technologies. The report highlights the potential limitations of
adopting new capabilities and technologies and outlines strategies to mitigate these challenges.

ClOs will find guidance on fostering a culture of innovation and adaptability within their teams.
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Al-augmented Workforce Services

Definition The study places agentic solution providers
in a dedicated quadrant, enabling enterprises
to evaluate them based on the measurable
business value delivered by their intelligent, . Offer servi ith autonomous
self-governing agents.

This quadrant evaluates providers of Eligibility Criteria
advanced agentic solutions using Al and ML

as autonomous digital agents. These agents
enable proactive decision-making, contextual
learning and seamless enterprise interaction.
They act as active participants in the workplace E
ecosystem and autonomously manage ‘ beyond Scrlpted routines
workflows, optimize processes and provide and traditional automation,
personalized support to boost productivity and :
efficiency. Al-driven agents reshape job roles,
decision-making and organizational culture,
requiring robust change management and
adoption frameworks.

ire deep integration with ife wl pust feedback mechamsms
existing digital workplace for continuous evaluation and
adjustment

Providers must present region-specific
evidence of their solution's impact, including
successful deployment, measurable business 0 . Offer reglon specific case studies
outcomes, robust integration with enterprise
systems and workforce empowerment through
change management and adoption.

*
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Al-augmented Workforce Services

Observations

Introduced in 2025, this new quadrant captures
the rapid evolution of workforce enablement
through GenAl, agentic Al and autonomous
workflow orchestration. Providers have
launched Al copilots, multiagent platforms and
immersive learning environments to support
hybrid and digital-first workforces.

The quadrant reflects a foundational shift

in how enterprises approach workforce
transformation, moving from task automation
to the augmentation of human potential.
Providers emphasize Al-first talent models,
adaptive learning and experience parity across
physical and remote environments. Several
have introduced platforms for real-time
sentiment analysis, predictive support and
personalized upskilling.

As organizations seek to future-proof their
talent strategies, Al-augmented workforce
services are becoming central to productivity,
innovation and employee engagement across
industries.

*
1SG Provider Lens

Strategic investments in Al ethics, DEI and
digital dexterity have become standard, with
many firms embedding responsible Al practices
and ISO certifications into their offerings.
Strategic partnerships with core technology
and tool leaders such as Microsoft, NVIDIA

and ServiceNow enable an increasing range of
providers to offer scalable, secure Al integration
across enterprise functions.

From the 51 companies assessed for this study,
28 qualified for this quadrant, with nine being
Leaders and one Rising Star.

>
accenture

Accenture leads in Al-augmented workforce
services with its Al Refinery™ and NVIDIA-
powered multiagent systems, emphasizing
industry-specific deployment, human-centric
adoption and scalable autonomous decision-
making across enterprise functions.

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

C ni@
Capgemini strengthened its Al workforce
services via its Resonance Al Framework,

CHIP Al platform and WNS acquisition,
enabling ethical, scalable agentic Al integration
and measurable outcomes across diverse
enterprise environments.

€& cognizant

Cognizant launched Agent Foundry and
Neuro® accelerators, invested heavily in
GenAl and integrated Microsoft Copilot to
deliver autonomous agents, measurable
productivity gains and robust workforce
transformation support.

I \V/al
X TECHNOLOGY

DXC Technology has expanded its Al-first
workforce portfolio with UPtime™, OASIS
and partner-integrated agents, emphasizing
proactive support, ethical governance and
measurable productivity improvements
across global enterprise operations.

Infosys

Infosys has deployed over 200 autonomous
Al agents via Topaz and NAVI, integrating
ethical Al, self-healing systems and
multimodal analytics to drive scalable,
context-aware enterprise automation

and workforce enablement.

kyndryl

Kyndryl is embedding agentic Al into
workflows via Microsoft Acceleration Hub
and GenAl orchestration, emphasizing
ethical governance, workforce readiness and
measurable business process automation
across enterprise environments.

O NTTDaTa

NTT DATA launched its Smart Al Agent™ Suite
and Agentic Al CoE, integrating GenAl tools,
talent development and ethical governance

to empower secure, autonomous workforce
transformation globally.
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Al-augmented Workforce Services

. TATA
[m CONSULTANCY

SERVICES
TCS scaled agentic Al through Cognix™, ignio™
and WisdomNext™, integrating autonomous
agents, deep enterprise systems and large-scale

upskilling to deliver measurable productivity
and ethical, human-centric transformation.

Wipro advanced Al workforce services with
NeuraDesk, WaaS360 and Live Workspace™,
delivering autonomous support, measurable
outcomes and robust talent transformation
through ethical, scalable and hyper-
personalized enterprise experiences.

W unisys

Rising Star Unisys leverages its Service
Experience Accelerator, delivering
autonomous GenAl agents, ethical Al
governance and measurable productivity
gains through secure enterprise integration
and workforce enablement.

*
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Al-augmented Workforce Services

Infosys

Overview

Infosys is headquartered in Bengaluru,
India. It has more than 323,300
employees across 56 countries. In FY24,
the company generated $18.5 billion

in revenue, with Financial Services as
its largest segment. Infosys has made
significant strides in its Al-augmented
workforce services and broader Al
strategy since 2024, demonstrating
measurable growth in engagement and
business value. The company leverages
agentic Al, autonomous systems that
adapt in real time, to differentiate

itself from competitors such as TCS
and Accenture. Partnerships with
Google Cloud and Adobe have further
strengthened its Al offerings.

*
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Strengths

Over 200 Al agents launched: Since
January 2024, Infosys has significantly
expanded its Al-augmented workforce
capabilities. In May 2025, Infosys launched
over 200 enterprise Al agents through

its Topaz platform in partnership with
Google Cloud's Vertex Al. These agents
autonomously manage complex workflows
across the healthcare, finance and
manufacturing industries, offering real-time
monitoring, multimodal data processing
and autonomous decision-making.

Integration with self-healing: Infosys
enables deep integration of its agents with
client systems, enabling proactive, context-
aware and self-improving actions. Its DWX
Command Center supports AlOps and
self-healing systems, while real-time analytics

© 2025 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

4

Leader

Bruce Guptill

and sentiment analysis drive continuous
improvement. Infosys also emphasizes
ethical Al through its Responsible Al Toolkit
and ISO 42001 certification.

Platform-supported agentic workforce
foundation: Infosys’ core platforms, Cortex,
NAVI, Wingspan, Orbit and DWX Command
Center, form the foundation of its agentic
Al ecosystem. Cortex powers Al-driven
service desks and learning environments
with GenAl features such as AnswerSmart
and agent-assist tools. NAVI delivers
autonomous employee support via a
multiagent framework. Wingspan provides
hyperpersonalized, Al-augmented learning,
while Orbit uses digital twins and NLP to
prioritize tasks and enhance engagement.
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“Infosys is a leading provider of Al-augmented digital
workforce solutions, offering over 200 autonomous
Al agents integrated across platforms such as Topaz,
Cortex, NAVI and Orbit to deliver proactive, ethical
and context-aware enterprise automation.”

Caution

Potential clients should note that Infosys’
Al-augmented workforce solutions may
face challenges with workforce readiness,
integration complexity and overreliance
on emergent Al and related management
tools. Infosys can improve by enhancing
transparency, change management and
localized support.
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Methodology & Team

The ISG Provider Lens® 2025 — Future of

Work Services U.S. study analyzes the relevant
software vendors/service providers in the U.S.
market, based on a multi-phased research and
analysis process, and positions these providers
based on the ISG Research methodology.

Study Sponsor:
lain Fisher

Lead Author:
Bruce Guptill

Research Analyst:
Khyati Tomar

Data Analysts:
Pooja Rani Nayak and Aishwarya Pateriya

Consultant Advisor:
Jim Kane

Project Manager:
Harshita Bhatt

*
1SG 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 service providers and analysis

of publicly available market information from
multiple sources. The data collected for this
report represent information that ISG believes
to be current as of August 2025 for providers
that actively participated and for providers that
did not. ISG recognizes that many mergers and
acquisitions may have occurred since then, but
this report does not reflect these changes.

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

1.

Definition of Future of Work
Services market

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

. Interactive discussions with

service providers/vendors on
capabilities and use cases

. Leverage ISG's internal databases

and advisor knowledge &
experience (Wherever applicable)

. Detailed analysis and evaluation

of services and service
documentation based on the facts
& figures received from providers
and other sources.
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6. Use of the following key
evaluation criteria:

* Strategy and vision
* Innovation

Brand awareness and
presence in the market

Sales and partner landscape

Breadth and depth of
portfolio of services offered

Technology advancements




Author and Editor Biographies

Lead Author

Bruce Guptill
Analyst and Advisor

Bruce Guptill brings more than 30 years of
technology business and market experience
and expertise to ISG clients.

Bruce has helped develop and lead ISG's
enterprise research development and
delivery, global ISG Research operations,
and Research client support. His primary
research and analysis for ISG clients has
focused on IT services market development,
disruption, adaptation and change. He
currently leads U.S. public sector research
for ISG's Provider Lens global research
studies and IPL studies in procurement
and software vendor partner ecosystems.
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Bruce holds a Master's degree in Marketing
and Finance and a bachelor’s degree
combining business and mass media
communication psychology. He also holds
certifications in a wide range of software,
hardware and networking technologies,

as well as mechanical and electrical
engineering disciplines.
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Research Analyst

Khyati Tomar
Senior Research Analyst

Khyati Tomar is a Senior Research Analyst at
ISG. She is responsible for supporting and
co-authoring Provider Lens® studies on the
Microsoft Partner Ecosystem, the Future of
Work — Services and Solutions, and OCM.
Khyati supports lead analysts in the research
process and authors the Enterprise Context
and Global Summary reports. Prior to this,
she had over 2.5 years of experience in the
technology research industry.
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She carried out various consulting and
custom projects and co-authored CIS

reports, mostly focusing on the public
sector vertical.




Author and Editor Biographies

Study Sponsor

Iain Fisher

lain Fisher is ISG's head of industry research
and market trends. With over 20 years in
consulting and strategic advisory, lain now
focuses on cross industry research with an
eye on technology led digital innovation,
creating new strategies, products,

services, and experiences by analysing
end-to-end operations and measuring
efficiencies focused on redefining customer
experiences. Fisher is published, known in
the market and advises on how to achieve
strategic advantage. A thought leader on
Future of Work, Customer Experience, ESG,
Aviation and cross industry solutioning. He
provides major market insights leading to
changes to business models and operating
models to drive out new ways of working.
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Director and Principal Analyst

Fisher works with enterprise organizations
and technology providers to champion
the change in customer focused delivery
of services and solutions in challenging
situations. Fisher is also a regular Keynote
speaker and online presenter, having

authored several eBooks on these subjects.
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IPL Product Owner

Jan Erik Aase

Mr. Aase brings extensive experience

in the implementation and research of
service integration and management of
both IT and business processes. With over
35 years of experience, he is highly skilled
at analyzing vendor governance trends and
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, an industry analyst,

a service provider and an advisor.
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Partner and Global Head - ISG Provider Lens®

Now as a research director, principal analyst
and global head of ISG Provider Lens®, he

is very well positioned to assess and report
on the state of the industry and make
recommendations for both enterprises and
service provider clients.
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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.

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.
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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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ISG (Information Services Group)

(Nasdagq: Ill) is a leading global Al-centered

technology research and advisory firm.

A trusted partner to more than 900
clients, including 75 of the world's top 100
enterprises, ISG is a long-time leader in

technology and business services sourcing
that is now at the forefront of leveraging Al

to help organizations achieve operational
excellence and faster growth.

The firm, founded in 2006, is known for

its proprietary market data, in-depth
knowledge of provider ecosystems, and
the expertise of its 1,600 professionals
worldwide working together to help clients
maximize the value of their technology
investments.

For more information, visit isg-one.com.
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