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Abstract

India's emergence as a hub for Global Capability
Centres (GCCs) signifies a pivotal shift in the
international business landscape, driven by the
country’s technological advancements and digital
transformation. With more than 1,600 centres
employing more than 1.5 million professionals and a
projected market size of US$110 billion by 2030,
India's GCC ecosystem has become a cornerstone of
global business innovation.! These GCCs serve diverse
domestic and international markets and are
becoming strategic hubs for global companies to
establish key leadership roles. The country’s digital
revolution has played a crucial role in this
transformation, bolstered by an unparalleled tech
and start up ecosystem, and a formidable talent pool.
This coupled with an extensive push by central and
state governments- via programmes such as “Make in
India”? and “Telangana’s 2030 vision for Life
Sciences”?, makes India an attractive destination for
establishing GCCs.

This publication is primarily based on information available on the public domain relating to GCC market
trends in India, and appropriate source references have been listed throughout the document. It also
incorporates observations and leading industry practices, from our experience and interactions within the
industry. Note that there could be relevant events and circumstances occurring after the date of this report
that could have an impact on the results contained in this publication.

This publication contains general information only and Deloitte is not, by means of this publication,
rendering any professional advice or services. This publication is not a substitute for such professional advice
or services, nor should it be used as a basis for any decision or action that may affect your business. Before
making any decision or taking any action that may affect your business, you should consult a qualified
professional advisor. Deloitte shall not be responsible for any loss sustained by any person who relies on this
publication.

L IBEF: Global capability centres are transforming India’s corporate landscape
2 Govt. of India: Make in India
3 Telangana Govt.: Lifescience, Telangana.gov.in



https://www.ibef.org/blogs/global-capability-centres-are-transforming-india-s-corporate-landscape
https://www.makeinindia.com/
https://lifesciences.telangana.gov.in/telangana-life-sciences/vision/#:~:text=Vision%202030,and%20leveraging%20latent%20domestic%20demand.
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LSHC, has grown rapidly, comprising over 15 percent of total talent installed in Indian
GCCs. Bengaluru and Hyderabad have emerged as the country’s top destinations for
LSHC GCCs.* Hyderabad has also emerged as the “Healthcare Hub”® in India, boasting
one of the best state-supported business ecosystems with dedicated investments in
cluster-based models — such as Pharma Villages, Genome Valley, T-hub, and B-hub —
to focus on innovation through collaboration. The city is often regarded as the most
integrated cluster for pharmaceuticals, making it an ideal location as GCCs look to
move up the value chain. Consequently, Hyderabad'’s life sciences ecosystem has
grown 23 percent, compared to the national average of 14 percent.®

Telangana today has more than 214 United States Food and Drug Administration
(FDA) approved manufacturing sites, which account for more than 35 percent of
India’s pharmaceutical production.” A strong pool of professionals with a deep
understanding of FDA processes especially in areas such as GxP, is a key enabler for
this exponential growth. The state also houses approximately 200 biotechnology
companies.? In addition to life sciences, Telangana has also seen a robust growth in
the healthcare sector, currently housing more than 12,000 beds across 215 hospitals
(private and government), 4,000 clinics and over 500 diagnostics centres. This
combination of life sciences and healthcare capabilities makes Hyderabad an ideal
location for LSHC GCCs.°

While cost reduction remains a top driver for setting up GCCs, developing capabilities,
driving business value and digital agenda acceleration are also emerging as key
reasons for adopting the model. This has shifted the positioning of these centres from
just a means of transactional efficiency to a vehicle for innovation and market
expansion. Companies are increasingly using their GCCs to expand their portfolio of
services to cover multiple functions, with over 65 percent of organisations housing
more than two functions in their GCCs.*® While finance, HR, IT and procurement are
the most amenable functions covered by the GCCs, organisations increasingly have
more strategic capabilities such as sales, marketing, and engineering / Research &
Development (R&D). Even beyond these standard service offerings, about 50 percent
of GCCs play a key role in driving ESG goals for their parent organisations, reporting
this as a focus area. Promoting social responsibility and diversity is the top
Environmental, Social, and Governance (ESG) focus area within these GCCs and ~60
percent of these organisations also support a range of ESG goals such as ESG
reporting. Companies with Indian GCCs are using these centres as a channel to invest
in ESG projects in India through NGOs and other local partners.!

This shift in the GCC value proposition is also facilitated by their ability to tap into the
local talent and technological ecosystem. This is achieved through “Organic
Innovation”*?, wherein, GCCs focus on building a pool of skilled professionals and
developing capabilities through internal initiatives. Another emerging trend is “Open
Innovation” where GCCs engage with the local ecosystem through collaborations with
external innovative partners such as start-ups, and academic institutions.*® Such a

4 ANSR: State of Healthcare Life Sciences GCCs in India
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% Telangana Govt.: Why Telangana
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https://ansr.com/wp-content/uploads/2024/04/State-of-Healthcare-Life-Sciences-GCCs-in-India-PDF.pdf
https://lifesciences.telangana.gov.in/life-sciences-grid/clusters/medical-device-park/
https://health.economictimes.indiatimes.com/news/policy/roadmap-laid-to-make-hyderabad-the-healthcare-mecca/98208530
https://timesofindia.indiatimes.com/city/hyderabad/telangana-becomes-fourth-state-in-india-to-get-fda-inspection-rights/articleshow/107788481.cms#:~:text=Telangana%20has%20more%20than%20214,export%20medicines%20to%20the%20US
https://lifesciences.telangana.gov.in/life-sciences-grid/clusters/genome-valley/
https://lifesciences.telangana.gov.in/why-telangana/ecosystem/healthcare-institutions/
https://www2.deloitte.com/us/en/pages/operations/articles/shared-services-survey.html
https://www2.deloitte.com/us/en/pages/operations/articles/shared-services-survey.html
https://www2.deloitte.com/content/dam/Deloitte/in/Documents/Consulting/in-consulting-gcc-value-proposition-for-india2-noexp.pdf
https://www2.deloitte.com/content/dam/Deloitte/in/Documents/Consulting/in-consulting-gcc-value-proposition-for-india2-noexp.pdf
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model outside the traditional processes allows their parent companies to access the
latest thinking and innovation outside the organisation.

Through a detailed analysis of the current trends, this white paper offers a broad
overview and strategic insights regarding the GCC landscape in India, discussing, in
detail, the factors that have led to the growth of India and specifically Hyderabad, as a
top destination for life sciences and healthcare GCCs. It also includes an in-depth
analysis of the various GCC models and key reasons companies set up a GCC. The
paper then outlines the “Strategic Choice Cascade” to help organisations define their
“Vision” and “Where to Play” choices, as well as enhance their operational planning
and execution by effectively framing considerations around “How to Win”,
“Capabilities” and “Management” choices.
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Chapter 1: GCC
ecosystem in India

India is a rapidly growing destination and a prominent
hub for GCCs, accounting for over 50 percent of the
global market.** With ~1,600 centres employing more
than 1.5 million professionals, the Indian GCC market
size is projected to reach US$110
billion by 2030, compared with
USS46 billion in 2023.1° 16 The
largest GCC centre in the country,
Bengaluru, hosts more than a third
of all the MNCs that have set up

Snapshot of GCCs in India

2,100+GCCs*

1,600+GCCs
1,000+GCCs
T00+GCCs

Until 2010 2010-2015 2015-2023 2023-2028*

GCCs in the past 10-15 years.'’
Recently, Hyderabad has emerged

USS46 Bn

GCC market size, with annual

revenue registering ~11.4% CAGR -

11.4%

CAGR of the Indian GCC
market during FY 2015-2023

1.66 MN"‘ ~65% Of GCCs in India

Workforce employed by GCCs in havg parent
India increasing at CAGR of ~11% ! firms headquartered in the US

as a major competitor to
Bengaluru, especially in the life
sciences sector, boasting oneof ~ —

India’s best state-supported ~60% i ﬁ I«‘

business ecosystems, attracting e e e v
more GCCs every year. Telangana heoors T Ee T wcrem A
has witnessed a 23 percent growth “Proposed
in the ||fe SCienceS ecosystem in Source: Zinnov ‘Why set-up global capability centers in India’
the past few years compared with

the national average of 14 percent.*® Consequently,

Hyderabad is emerging as the preferred destination

for LSHC companies to set up their GCCs.

India offers a unique mix of a cost-effective ecosystem conducive to innovation,
favorable government policies and an enviable pool of English-speaking, highly skilled

14 Economic Times: GCCs share in GDP to double by 2030 with a size of 100 billion

15 Economic Times: GCCs expanding out of Bengaluru with 55 pc set up in other Indian locations
16 Business Standard: Indian GCC market size to grow 144 to 110 billion by 2030

7 Cushman and Wakefield Global Capability Centres: Making India the Cradle of Global R&D

18 Economic Times: Roadmap laid to make Hyderabad the healthcare mecca



https://m.economictimes.com/tech/information-tech/gccs-share-in-gdp-to-double-by-2030-with-a-size-of-100-billion/amp_articleshow/110881039.cms
https://economictimes.indiatimes.com/news/india/gccs-expanding-out-of-bengaluru-with-55-pc-set-up-in-other-indian-locations-report/articleshow/103508559.cms?from=mdr
https://www.business-standard.com/companies/news/indian-gcc-market-size-to-grow-144-to-110-billion-by-2030-ey-report-123060800363_1.html
https://www.cushmanwakefield.com/en/india/insights/global-capability-centres
https://health.economictimes.indiatimes.com/news/policy/roadmap-laid-to-make-hyderabad-the-healthcare-mecca/98208530
https://zinnov.com/centers-of-excellence/why-set-up-global-capability-centers-in-india-blog/
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professionals. These strong differentiators have firmly positioned India as the go-to
destination for MNCs looking to set up GCCs, rapidly shaping the country’s GCC
frontier. Many companies are setting up GCCs in India to access its thriving talent and
innovative ecosystem and accelerate their growth.

Tech talent pool

ers for GCCs in India

Innovation and R&D

With 1.5 million annual
engineering graduates 185K+
Al and big data analytics
professionals growing at al5
percent CAGR, and 30 percent
growth YoY in digital talent,
India has established itself as a

Using initiatives such as BRAP,
Digital India, Make in India and
state investments, notably
Telangana’s infrastructure
upgrades, India hasmoved up
14 places to 63" position in the
World Bank’s Ease of Doing

UtilisingIndia’s engineering
research & development
sector, 40,00+ start-ups and
peer-GCC ecosystem, GCCs
have fostered collaboration
and tech advancement in LSHC
through labs, hackathons and

Time zone advantage

Due to the beneficial time zone
difference between India and
Western countries, GCCs
established in India can
maintain 24/7 operations,
ensuring a continuous
uninterrupted service model

tech talent hub. Business rankings.

partnerships. for their global clientele.

Source: Summarized insights of growth drivers expanded below

Talent pool: India produces a
considerable number of STEM
graduates, with over 1.5 million
engineering graduates entering the
workforce annually, providing a robust
base of technically skilled talent pool. In
2019, there were ~85,000 digitally
skilled graduates in India with a stellar y-
o-y growth rate of 30 percent.?® Given
the increasing adoption of technology,
even within conventional non-tech
sectors such as life sciences and
healthcare, significant investments are
being made to stay ahead of the curve
and nurture top-tier Artificial
Intelligence (Al) and digital. For instance,
the Telangana government launched the
Telangana Al-Mission (T-AIM) in 2020 to
establish the state as the global Al hub.
As part of its agenda to support this
strategic objective, T-AIM recently rolled
out the ‘Revv Up Accelerator’ which
aims to create mentorship opportunities
for Al startups in Hyderabad through
collaboration with industry leaders,
enterprises and government
organisations, further enhancing the
state’s existing Al and digital talent
pool.?° Furthermore, India has 5.67

19 Deloitte: GCC Value Proposition for India

million Human Resources for Health
(HRH) professionals, with 74 percent of
these actively employed.?* This
availability of talent is crucial for GCCs
which focus on advanced research,
development and innovation. More than
three-quarters of GCCs have set up
operations in India to create and add a
line of superior talent.??

Ease of doing business: The Indian
government has implemented
numerous policies and initiatives to
create a conducive business
environment for GCCs. Consequently,
the country has made significant
progress in fostering a business-friendly
environment, moving 14 places in one
year to 63" in the World Bank’s Ease of
Doing Business rankings in 2020.23
Programmes such as the “Business
Reform Action Plan” and “Department
for Promotion of Industry and Internal
Trades” (DIPP), “Business Reform Action
Plan”, in addition to “Make in India” and
“Digital India” have significantly
contributed towards accelerating this
reform agenda. State governments are
investing in attracting GCCs to promote
regional economic growth. For instance,

20 |ndiaAl: Telangana revving up to become India’s top Al destination

21 Hindustan Times: Health Workforce

22 NLB Services: Growth of GCCs - How India is nudging GCCs to thrive

23 Press Information Bureau Government of India Ministry of Commerce & Industry

Cost effeciency

Establishinga GCC in India
offers substantial cost savings
in manpower, infrastructure,
and operations, making it a
financially advantageous
choice compared to many
other countries.


https://www2.deloitte.com/content/dam/Deloitte/in/Documents/Consulting/in-consulting-gcc-value-proposition-for-india2-noexp.pdf
https://indiaai.gov.in/article/telangana-revving-up-to-become-india-s-top-ai-destination
https://images.hindustantimes.com/images/app-images/2021/9/health-workforce.pdf
https://www.nlbservices.com/blog/growth-of-gccs-how-india-is-nudging-gccs-to-thrive/
https://pib.gov.in/newsite/printrelease.aspx?relid=193994
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in Telangana, the government is making
bold investments, from driving
infrastructure upgrades and offering
attractive incentives and financial
support to new companies to investing
in state universities to maintain up-to-
date curricula (e.g., Al, cybersecurity,
etc.) for talent development.?
Innovation and R&D: India has nurtured
a strong innovation-focused
environment, supported by a thriving IT
services sector and the world’s third-
largest start up ecosystem. The country
is home to over 20,000 start-ups, of
which ~8,800 are tech-based and
focused on building low-cost
transformative solutions.?® Cities such as
Bengaluru, Hyderabad and Pune are
home to numerous IT parks and
innovation hubs, fostering collaboration
and technological advancements. As a
result, India has become the preferred
destination for ER&D (Engineering,
Research and Development), housing
~75 percent of companies with GCC-
supporting ER&D capabilities.?® Digital
Engineering (DE) within ER&D, accounts
for ~30 percent of the overall ER&D
revenues, and owing to the growing
focus on customer centricity, is
specifically becoming increasingly
prominent in healthcare.?”

Time zone advantage: One of the key
advantages that India offers to GCCs is
the favourable time zone difference with
Western countries, such as the US and
Europe on one side, and with Asia-
Pacific (APAC) / Australia on the other.
This enables GCCs in India to operate
round-the-clock, delivering timely and
efficient services to their global
customers. With teams working in
different or staggered shifts, GCCs can
ensure that their business processes run
smoothly and that their client’s needs
are met without delay. This also creates
opportunities for collaboration and
knowledge sharing across regions and
functions, enhancing the quality and
innovation of the GCCs' output.

% Telangana Govt.: Al Powered Telangana Strate
% Deloitte: Open Innovation POV

26 Deloitte: Global Engineering R&D Pulse Survey 2022

27 Deloitte: Future Growth Sectors in Digital Engineering

Cost efficiency: Despite rising expenses
in major cities, India offers significant
cost advantages, particularly in Tier-2
and 3 cities. These locations provide
lower costs due to lower salaries, lower
real estate expenses, and favourable
exchange rates while maintaining access
to a talented workforce and improving
infrastructure. Between India’s major
GCC hubs and other APAC cities, there is
a significant cost advantage for office
rentals for Grade A offices with
improved services and quality of real
estate. Even beyond the real estate
costs, operational costs, such as
transportation, utilities, and
administrative costs, are much lower in
India.? Cities such as Kolkata,
Hyderabad and Chennai are the most
cost-competitive in the country, closely
followed by Pune and Delhi.

India's rise as a global hub for GCCs
underscores its ability to adapt and
innovate in a rapidly changing business
environment. This growth benefits MNCs
and the Indian economy, enhancing its
global standing as a digital and business
innovation powerhouse.

28 Jones Lang LaSalle (JLL): The rise of Global Capabilities Centres in India



https://it.telangana.gov.in/wp-content/uploads/2024/09/AI-Powered-Telangana-Strategy-Document-and-Implementation-Roadmap.pdf
https://www2.deloitte.com/in/en/pages/strategy-operations/articles/in-sc-banner-open-innovation-pov.html
https://www2.deloitte.com/in/en/pages/strategy/articles/global-ernd-pulse-survey-2022.html
https://www2.deloitte.com/in/en/pages/strategy/articles/digital-ernd.html
https://www.jll.co.in/en/trends-and-insights/research/the-rise-of-global-capabilities-centres-in-india
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Chapter 2: GCC
Transformation Journey

Initially set up for cost arbitrage, focusing on tasks
such as payroll processing, customer support and
basic IT services, over the years, India’s GCCs have
transitioned to handling complex processes such as
data analytics, Al and sophisticated R&D. Increasingly,
they are taking on the role of transformation hubs for
their parent companies, leading innovation by
focusing on areas such as Generative artificial
intelligence (GenAl), Machine learning (ML),
advanced analytics, etc. More than 50 percent of
GCCs? have deployed automation, reporting &
analytics, process excellence, E2E process ownership
and business continuity planning capabilities. Certain
Indian GCCs have also started playing a more
significant role in supporting their parent
organisation’s strategic objectives by housing some

Market Expansion,

Innovation, and
Commercialization

+ Commercialize GC6nd goto-market
* Ownershipbased model
* Strategic partnership with core business

«  Setting up ofinnovation labs
* Global skillshub for enterprise
/ + Build net new capabilities and set Gpnters of
Excellence/ competencies
* Increase in focus on new age technologies like
analytics, Al, Intelligent Automation, cloud,

@ etc. for select BUs / geographies

Transaction Focus
2 + Focus on outcomemore than resources
+ Milestone/ senvice delivery metricsbased
@ model

*  Xaa$ (Anything as a Service)

Service Delivery Focus

«  Build foundatiorfor transaction processing
« Derive cost arbitrage

- Deliver business casefocus on quality

* Resource extension model

Source: Deloitte point of view

2 Deloitte: Shared services survey
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global leadership roles such as Global Delivery
Technology Lead in AstraZeneca, and Group Head —
Network Transformation for Novartis. This shift has
inevitably elevated their positioning from being a
“back office” or “service provider” to a “value

creator” .30

As GCCs look to establish themselves as
strategic partners to their parent
organisations firmly, they are
increasingly focusing on expanding their
capabilities and services. More than 65
percent of GCCs perform more than two
functions. Function owners use GCCs to
enhance efficiency, transparency, and
automation to drive business value, as
well as emerging technologies such as Al,
Natural Language Processing (NLP) and
intelligent automation.

GCCs also focus beyond the enabling
functions, on core functions that require
high levels of innovation, domain
expertise, and collaboration with
headquarters. While the traditional big
four functions — finance, HR, IT and
procurement — are still the most
predominant across all industries,
increasing deployment of core functions
such as sales and marketing,
manufacturing and R&D underlines the

Functions performed by GCCs

evolution of GCCs to become a strategic
partner central to the business. Even
beyond these standard service offerings,
about half of GCCs play a key role in ESG
for their parent organisations, reporting
this as a focus area. Promoting social
responsibility and diversity is the top ESG
focus area within these GCCs, and ~60
percent of these organisations also
support a range of ESG goals such as ESG
reporting.3! Other emerging capability
areas in which mature GCCs are growing
include Commercial, legal, and risk &
compliance.

To establish themselves as a microcosm
of their parent organisation, GCCs are
embedding themselves deeper within
business functions. However, this trend
is more pronounced for mature enabling
functions where GCCs offer advanced
capabilities than some emerging core
functions. For instance, many GCCs
significantly contribute to high-impact

Finance o
o
Information Technology 0
Procurement o

Tax o
Supply chain/Mfg Support 0
Lega &
Sales and Marketing “

Engineering/R&D*

A @

Source: Deloitte Survey

30 Deloitte: Shared Services Surve
31 Deloitte: Shared Services Surve

@ Increase from 2021

© sameas 2021

I Mature functions delivered
I New/strategic functions delivered

*increase from 2019, as data was not available for 2021

0 Decrease from 2021
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advanced IT capabilities, such as these GCCs establish a strong base
enterprise architecture design and IT deploying these fundamental offerings
strategy for their parent organisations, for core functions, they are expected to
compared with basic research and move up the value chain to offer high-
reporting offerings for the emerging value processes across the breadth of

commercial function. Having said that, as  core and enabling functions.
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- - EBY ~
Fixed App dev. & benefits N
Assets f
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mgmt Employee v d A
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. - execution  Product v
T&E Talent Contracting . strategy \
aca. Ls Promotions
IT ops #  Complaint advertis]ngf froduct \
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onboar- - sourcing closure Structured product 1
End user N ’ 2 Sal e labelling I
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P ey Market .~ reporting ) Verification and Post launch ]
analysis# Customer Medical validation t
» service writing . E55E55MEn i
# stratesy o — Quality 1
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P e res;:zrarch ‘a“ddarelopmem compliance ]
3 andlf‘!‘ Para legal services !
” aante o Contract Il
# Sust® dﬂ"e\ Legal research and ATEIIE i I
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of impact

Source: Deloitte Insights, Deloitte Shared Services Survey
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Chapter 3: Life sciences
and healthcare GCCs in

India

LSHC is no exception to
the growing prominence
of GCCs as part of MNCs’
strategic growth agenda.
A surge of LSHC GCCs
accounts for over 15
percent (280K) of all GCC
employees in India. More
than 55 percent of all
LSHC GCCs are
headquartered in the
US.3?

Of the 95 life sciences
GCCs in India, Bengaluru
is the home to almost a
third, with Hyderabad
emerging as a formidable

competitor.®* Hyderabad,

known for its technology
affinity and talent pool,
has witnessed significant
support from the
Telangana government in
the form of investments
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for manufacturing and
R&D to create a
conducive environment
for the pharma segment
propelling the
exponential growth of LS
GCCs.

32 ANSR: State of Healthcare Life Sciences GCCs in India
33 ANSR: State of Healthcare Life Sciences GCCs in India
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India

The state is also witnessing a rapid
growth of healthcare GCCs. Recently,
Hospital Corporation of America (HCA),
one of the oldest and largest hospital
chain in the US with additional centres in
the UK, announced its intentions to set
up a GCCin Hyderabad. This centre will
focus on Al, ML, data science, and
analytics capabilities.3* Hyderabad is also
a home to several similar healthcare
GCCs, such as Evernorth, which focuses
on innovation and development of next-
gen technologies such as Generative Al,
analytics, and process improvement.
Consistent with other industries, even for
LSHC, there is a high penetration of GCCs
within enabling functions such as finance
and accounting, HR, and IT. However,
core functions are gaining traction. For
instance, LS GCCs are making significant
investments in R&D and commercial,
and, as a result, are increasingly playing a
more pivotal role in the drug discovery
and development process,
commercialisation, and post-marketing
monitoring by fostering product
innovation, driving technological
advancements, and spearheading digital

transformation initiatives. HC GCCs use
innovative technologies, such as Al and
ML, to support their parent organisations
in driving operational efficiencies and
generating impact across the entire value
chain. This includes analysis of key
clinical areas such as patient satisfaction,
genomic research, and clinical
effectiveness across ambulatory and
other critical support systems. In
addition, these GCCs are developing non-
conventional critical capabilities such as
cyber security to deliver an enhanced
proposition.3®

In life sciences R&D, from catering to
basic processes such as medical writing
and regulatory documentation, to
monitoring and pharmacovigilance
activities, GCCs have traditionally offered
a range of R&D services. In recent times
though, parent companies have started
collaborating with GCCs for drug
discovery and development activities,
highlighting their role in bringing new
therapies to market. A prominent
example is Bayer’s Data Science and
Analytics Centre in Hyderabad, which is
set to be positioned as the firm’s APAC
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Source: Deloitte Insight, ANSR Report

Product launch strategy

High

34 Telangana Govt.: HCA to expand global presence with enhanced global capability center in Hyderabad

35 Times of India: Evernorth sets up largest GCC outside US in Hyderabad

36 ANSR Report State of Healthcare Life Sciences GCCs in India
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https://www.telangana.gov.in/news/press-releases/2024/08/hca-healthcare-to-expand-global-presence-with-enhanced-global-capability-center-in-hyderabad/#:~:text=HCA%20Healthcare%20to%20Expand%20Global%20Presence%20with%20Enhanced%20Global%20Capability%20Center%20in%20Hyderabad,-August%206%2C%202024&text=HCA%20Healthcare%2C%20a%20global%20leader,Global%20Capability%20Center%20(GCC).
https://timesofindia.indiatimes.com/city/hyderabad/evernorth-sets-up-largest-gcc-outside-us-in-hyderabad/articleshow/112582167.cms
https://ansr.com/wp-content/uploads/2024/04/State-of-Healthcare-Life-Sciences-GCCs-in-India-PDF.pdf
https://ansr.com/wp-content/uploads/2024/04/State-of-Healthcare-Life-Sciences-GCCs-in-India-PDF.pdf
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hub and contributes significantly to the
drug development of new innovative
therapies.?” The centre also focuses on
Oncology Data Analytics (ODA) allowing
it to contribute to industry-leading
solutions in analytical trends and
methodologies for its parent
organization.® Similarly, GCCs have been
working on key R&D areas in the
healthcare and Medical Technology
(MedTech) domain including design and
development of MRI coils. Similar
advancements have been made in
molecule testing, Al-based medical
imaging, and fluorescence imaging.

As with R&D, LS GCCs actively support a
range of commercial activities. Processes
such as market research, sales
operations support, sales force
effectiveness, performance reporting
and data management & analytics are
deeply penetrated. For instance, Roche’s

GCC in Hyderabad - Global Analytics and
Tech Centre of Excellence (GATE) -
delivers commercial analytics, data
management, insights, and reporting
capabilities at scale with applications
across Real World Evidence (RWE),
forecasting, automation, and market
access. However, there is scope for
increasing penetration of more strategic
offerings such as channel strategy,
product positioning strategy and sales
strategy & planning. By using their
domain expertise, analytical capabilities,
and digital technologies, more GCCs are
now playing an influential role in shaping
the commercial success of life sciences
products. This growing strategic
positioning of LSHC GCCs for their parent
organisations is shifting India’s value
proposition from being a service provider
to a major contributor to innovation in
life sciences and healthcare.

37 BioSpectrum India: Could-7.5% R&D spends make India pharma innovation hub

38 BjoSpectrum India: Al one of the most promising technologies-can revolutionise quality control in

pharma manufacturing and supply chain



https://www.biospectrumindia.com/features/73/23024/could-7-5-rd-spends-make-india-pharma-innovation-hub.html
https://www.biospectrumindia.com/interviews/17/23643/ai-one-of-the-most-promising-technologies-can-revolutionise-quality-control-in-pharma-manufacturing-and-supply-chain.html
https://www.biospectrumindia.com/interviews/17/23643/ai-one-of-the-most-promising-technologies-can-revolutionise-quality-control-in-pharma-manufacturing-and-supply-chain.html
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Chapter 4: The tech
and digital revolution

Technology is evolving at an unprecedented pace
with advancements such as GenAl revolutionizing
various industries. Such developments are enabling
new capabilities in automation, creativity and
problem-solving, transforming how we work and live.
By virtue of its state-of-the-art tech and digital
ecosystem, along with a formidable talent pool, India
is at the centre of this revolution spearheading
transformation across sectors. With an eye on long-
term sustained growth, the country is continuing to
make significant investments in engineering R&D,
positioning itself to become a global leader in
innovative solutions. Indian government is also
launching several initiatives and policies to drive
innovation and foster a conducive environment for
foreign companies to set up operations in the
country.

Given these dynamics, India is poised to shape a
future led by technological excellence, and GCCs in
the country are well-positioned to lead the digital
transformation initiative for the parent organizations
by tapping into this thriving technological ecosystem
through organic and / or open innovation.??

39 Deloitte: GCC value proposition for India
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“Providence serves at the intersection of innovation and compassion. Over the
last few years, the India team has played a catalytic role in helping us embrace
healthcare technology to support nurses, physicians and all caregivers, improve
patient outcomes and experiences and offer affordable and accessible care in our
Mission to serve all...”

Providence President and CEO - Rod Hochman

Organic innovation:

Innovation within the GCCs is typically
driven organically or in collaboration
with the parent organisation. Organic
innovation focuses on building a pool of
skilled professionals and developing
capabilities through internal initiatives to
work on cutting-edge technologies such
as Al, cloud computing, blockchain and
data analytics to forge a transformative
path. For instance, Providence’s
Hyderabad GCC offers a wide spectrum
of innovative technological solutions

such as cloud computing, cybersecurity,
digital solutions, data analytics, as well as
emerging technologies such as GenAl
developed in-house. The centre is a
tremendous success, and the company is
likely to double its Indian workforce to
support the growing demand for future-
ready capabilities in tech-enabled
healthcare.*

40 BjoVoice News: Providence expands its healthcare global innovation center in India sets up new office in
Hyderabad
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Open innovation:

By engaging with the extended Partnership needs Collaboration benefits to the GCC
ecosystem of start-ups or academic
. . . . GCCsare collaborating with the start -up Innovation culture Talent
institutions, GCCs allow their parent ecosystem with the aim of developing Vision, focus on continuous Q Dominated by millennials,
companies to access the latest improvisation, an anti- start-ups are home to
thinking and innovation outside the New ideas hierarchicalapproach and digital natives that
. ) A - believing failure is an option organisations need
organisation.** A large-scale
transformational initiative that spans New methods
h . . hies  cmmmmmmmmemmeme @ Lean and agile Unique and focused
the organisation across geographies Start-ups are all light solutions
and fUI’]CtiOI’]S, usua”y begins as a small New offerings structured, enablinga Start-ups focus on one issue
pilot smooth collaboration atatime, enabling
’ . X organisations to pick
with the GCC identifying high-value To deliver high value to partner individual fixes they need

. . . entities/HQ and/or end consumers
collaboration opportunities with a

stakeholder within the ecosystem. In
this set-up, the GCC is primarily
responsible for bringing in the context
and functional expertise, with the
ecosystem alliance partner offering
transformational operational excellence,
skilled talent, and innovative
technological prowess. The success of
this collaboration is dependent on
developing a strong alignment with the
parent organisation’s strategic agenda,

along with operational and cultural
alignment with the GCC. There are several engagement models

that GCCs can use for open innovation
with start-ups based on organisational
need and start-up capabilities. This new
open innovation mindset has
encouraged GCCs to look outside their
business as usual (BAU) and experiment
to contribute to the parent company’s
innovation journey. This model of open
innovation, however, is still nascent, with
only a small set of GCCs engaging with
the external ecosystem to drive
innovation for their parent organization.

Source: Deloitte GCC Value Proposition for India

When it comes to collaborating with
start-ups, GCCs stand to benefit from the
innovative culture, lean and agile ways of
working, skilled and innovative talent
and most of all, unique and focused
solutioning.

Once the pilot is successful and the GCC
has experience understanding and
navigating the pitfalls, the initiative is
scaled based on organisational needs.
Novartis has successfully used this model
globally. In 2020, it launched its Asia’s
first digital innovation hub in Hyderabad,
Biome India, intending to engage with
startups and innovators in India
passionate about healthcare to improve
access to tech innovation and expertise.
Another prominent example is Carelon,
Elevance Health’s 18K employee GCC
with two centres in India — Hyderabad
and Bengaluru. The GCC has entered into
strategic collaborations with Telangana’s
T-Hub, a prominent start-up incubator
and accelerator that allows the centre to
work closely with startups and use their
innovative solutions and expertise.*

As the technological ecosystem
continues to evolve quickly, GCCs will
need to engage more with the
ecosystem players to stay nimble and
help their parent organisations along
their growth transformation journey.

41 Deloitte: GCC Value Proposition for India
42 Data Quest(DQ) India: Al ML models provide valuable Personalized recommendations- Carelon Global
Solutions India



https://www2.deloitte.com/content/dam/Deloitte/in/Documents/Consulting/in-consulting-gcc-value-proposition-for-india2-noexp.pdf
https://www.dqindia.com/ai-ml-models-provide-valuable-personalized-recommendations-pawan-sachdeva-carelon-global-solutions-india/
https://www.dqindia.com/ai-ml-models-provide-valuable-personalized-recommendations-pawan-sachdeva-carelon-global-solutions-india/
https://www2.deloitte.com/content/dam/Deloitte/in/Documents/Consulting/in-consulting-gcc-value-proposition-for-india2-noexp.pdf
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GCC - Start-up engagement models
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Source: Deloitte Insights

Another key trend is the rapid
proliferation of data across industries.
Such a shift at the heels of swiftly
evolving new-age technology
significantly changes how companies
shape their strategies and decision-
making to enhance their competitive
differentiation. This trend is particularly
pronounced in life sciences, where the
ability to use new data sources, such as
EMR, HEOR, payor records, wearables,
medical devices, and social media, has
positioned life sciences players for
transformational growth. However, the
ability to adopt new-age tech for data-
driven insights is increasingly becoming a
key differentiator. This evolving dynamic
has positioned life sciences GCCs in India
as crucial nodes in the global healthcare
and life sciences ecosystem, given their
ability to access India’s thriving tech
ecosystem. To tap into this opportunity,
LS GCCs are increasingly seeing higher
penetration of advanced technologies to
help their parent organisations stay
ahead of the competition.

Well-integrated technologies such as big
data and analytics, automation and cloud
services are already supporting activities

across the drug’s end-to-end lifecycle.
Big data and analytics, for instance,
enhance target identification and
improve predictive modelling for drug
interactions. Automation has numerous
applications in clinical trial management,
and cloud services offer scalable storage
and computational power, facilitating the
integration of various data sources while
enabling global collaboration.
Cybersecurity is another mature
technology within LS GCCs, given its
critical importance in protecting sensitive
data, ensuring compliance with
regulations such as Health Insurance
Portability and Accountability Act
(HIPAA) and safeguarding intellectual
property. Some evolving technologies,
such as Al/ML and Health IT (such as
EHRs), are also witnessing rapid adoption
within GCCs, with applications from drug
discovery and development to
commercialisation and care delivery.
Given the limited broad adoption of loT
and blockchain in LS, GCCs are
deprioritising these over other high-
impact technologies.
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By collaboratingand
supporting startups

in different ways,
GCCs gradually
develop the expertise
toassess and help
investin starups.
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Chapter 5: The strategic
imperatives of
establishing GCCs

In the evolving global business landscape, GCCs have
emerged as a pivotal element in the strategic
operations of multinational corporations. These
centres, tactically located in diverse geographical
regions, serve as vital nodes in a company's global
network offering many strategic, operational, and
financial benefits. However, to build a GCC that caters

Strategic choice cascade for GCCs: Vision to execution

Winning aspiration

What is the strategic need
for establishing a GCC?
(e.g., access skilled talent/
innovation, risk mitigation,

financial drivers, scalability,

etc.)

What is the short-, mid -
and long -term vision for
the GCC? (e.g., back -end
operations or drive
strategic value driver)

What would be the north-
star for a successful GCC?

Source: Deloitte Insights

Where toplay

In which geography should
the GCC be set up?

What functions should be
based out of the GCC?
(e.g., non -core functions,
such as IT, HR and finance;
or core functions such as
R&D commercial, supply
chain; or both)

Based on thevision for the
GCC, what kind of roles for
these functions should be
housed in the GCC? (e.g.,
operational roles focused
on execution of global
strategies vs. leadership
roles involved in strategic
decision-making)

How towin

What should be the
optimal organisational
structure of the GCC?

What should be the
reporting structure with
the parent org?

What collaborations with
local
government/authorities
will be needed to
successfully set up and
operate the GCC?

How will the GCC tap into
the local ecosystem to
access innovation? (e.g.,
collaboration with start -

ups, academic institutions,

etc.)

What strategies are
needed to attract and
retain top talent?

Capabilities

What in-house processes
and ways of working are
needed for successful
operations? How would
the company facilitate
cultural integration?

Which IT systems are
needed for the smooth
functioning of the GCC?

Which third -party
collaborations will be
needed for GCC operations?

Which mechanisms are
needed to ensure effective
collaboration across offices?

How can the GCC ensure
compliance with local legal
and regulatory
requirements?

18

Managementsystems

What should be the
governance and RACI
model, with clarity on final
decision makers?

Which KPIs and SLAs
should be monitored and
reported to accurately
measure success and align
incentives?
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to these objectives, executives must adopt a well-
structured approach to avoid pitfalls. A series of
integrated decisions from defining clear needs,
visions, and aspirations for the GCC to corresponding
operational choices, will help companies unlock new
possibilities and systematically pressure test their
decisions to eventually build a winning strategy well-
positioned for long term success. To that effect, a
well-defined choice cascade is a powerful tool
outlining a clear, step-by-step process that can help
organisations align their objectives with business
decisions.

A. Winning Aspiration*? 1. Cost reduction: Cost arbitrage

The inception of a GCC should be guided remains a key driver to establishing
by a clearly articulated vision and GCCs. Companies can achieve
informed by strategic priorities. While substantial savings by operating in
cost reduction and efficiency remain top locations with low labour and
drivers, developing capabilities, driving operational costs. Many countries
business value, and accelerating the also offer tax advantages, subsidies,

digital agenda are emerging as additional and other financial incentives to
drivers for the adoption of the GCC attract foreign enterprises, which can
model. be significant factors in the decision-

making process. This financial

Drivers for adoption of the GCC model

Costreduction

Strandadization and Efficiency

83%

82

%

Capability Development 70%

Business value Creation

%)

8%

Digital agenda acceleration 51%

Access to larger talent pool 48%

Overall business strategy and plans 349%

0% 10% 20% 30% 40% 50% 60%

Source: Deloitte Shared Services Survey

43 Deloitte: Shared Services Surve
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https://www2.deloitte.com/us/en/pages/operations/articles/shared-services-survey.html
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The growth and evolution of Global Capability Centres (GCCs) in India | Chapter 5: The strategic imperatives of establishing

GCCs

efficiency enables organisations to
allocate resources more effectively,
investing in growth and development
initiatives while maintaining
competitive pricing structures.

2. Standardisation and efficiency:
Standardisation is a critical strategic
driver for organisations establishing
GCCs. By centralising and
harmonizing operations, companies
can streamline processes, eliminate
redundancies, and ensure consistent
quality and performance across
locations. This consolidation
facilitates significant cost savings and
enhances productivity, enabling
organisations to use economies of
scale. Furthermore, standardized
processes and efficient workflows
allow for quicker adaptation to
market changes, fostering
organisational agility and resilience.

3. Capability development: GCCs are
often viewed as a mean to build new
capabilities and set up centres of
excellence / competencies. These
centres serve as incubators for
innovation and skill development,
fostering specialized expertise that
can be used across the organisation.
Additionally, the strategic placement
of GCCs allows organisations to tap
into regional expertise and insights,
facilitating a deeper understanding
of local markets and consumer
behaviours. This localized knowledge
positions companies to respond
more effectively to global challenges
and opportunities.

4. Business value creation: For many
companies, the GCC model has
evolved from achieving transactional
efficiency to a vehicle for innovation
and market expansion. It delivers
business value and expands the
company’s portfolio of services to
cover multiple functions.

5. Digital agenda acceleration: GCCs
are increasingly recognised as
centres for transformation and
companies frequently set up these
centres to access the target
geography’s ecosystem for
innovation and research, allowing

them to stay at the forefront of
technological advancements.

6. Access to larger talent pool: Another
key advantage of GCCs is access to a
broad and diverse talent pool.
Companies can use expertise in data
science, cloud computing,
cybersecurity and Al by establishing
these centres in regions with high
concentrations of skilled workforce,
such as India. This enhances the
quality of the workforce and
introduces a range of perspectives
and approaches that can drive
innovation and creative problem-
solving.

As executives articulate the reasons for
setting up the GCC, it is also crucial to
establish a clear vision and north star.
This involves setting strategic objectives
for the short-, mid- and long-term.
Companies need to determine the
primary intended role of the centre,
whether it will function as a unit for
back-end operations or be positioned as
a more strategic entity that drives
innovation and value for the parent
organisation.

B. Where to play

The "Where to Play" choices determine
the GCCs strategic positioning, ensuring
it aligns with the company's overall vision
and goals.

1. Location strategy: One of the first
considerations is selecting the
appropriate geographical location
for the GCC. This decision involves
evaluating factors such as the
availability of skilled talent,
operating costs, competitive
landscape, real estate, and
infrastructure. The business climate
in the target geography also plays a
critical role in enabling the ease of
setting up and ensuring successful
operations for GCC. It should be a
key consideration criterion for
location selection. For effective
decision making, companies can use
Critical Location Factor (CLF)
framework, which helps in assessing
the geographically variable
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operating conditions across
candidate locations.* Leaders
should consider a set of tangible
CLFs which are important for
delivering on their GCC’s winning
aspiration. While

Critical location factors

Guiding principles the ideal location should...)

assessing potential geographies for
the GCCs, weights should be
assigned to each of the CLFs based
on the degree of alignment with
business needs to aid in
prioritization.

Included sub-factors

Relative weight
(weights to be assigned
on case-to-case basis)

Operating cost

Talent availability
b

@ —
o—
o—

& Risk
PN

000 Businessclimate

Real estate &
& [1] infrastructure

Competitive landscape

Access

-0~ Qquality of life

... provide a competitive operating cost structure
(assessed separately from operating conditions)

... offer a ready-supply of relevant tech talent to enable
hiring ramp-up and retention

... demonstrate a precedent for similar technology
operations

... optimise risk stability and minimise potential for
business disruption

... facilitate and support efficient business operating
conditions

... offer sufficient real estate options and reliable
infrastructure

... allow reasonable air access and time zone overlap to
key locations

... provide an attractive quality of life that will attract
and retain key talent

Labor cost « Real estate operating cost N/A
-+ Functional - Graduate .
Y radu * Language skills %
talent pipeline
» Technology « Investment trends %
presence
« Security « Economic . o
Political . Cyber Natural disaster %
« Tax &reg. « Labor %

environment law/relations

RE space & « Transit * Network

0,
availability infrastructure infrastructure -%
+ Air + Time zone ®
- . %
connectivity alignment
+ Culture & . Pollution Levels
L - Crime & safety X %
amenities e Traffic

Source: Illustrative sample of the Deloitte’s CLF Framework*

2. Scope planning: For defining the
operational scope of the GCCs,
companies must meticulously
define the nature of services to be
localized within these hubs. Based
on their vision for the GCC, parent

organisations typically opt for one
of the four GCC types: I. Transaction
service centres, Il. Capability
development centres, IIl. Business
operations centres, and IV.
Innovation and R&D centres.**

TR

R&D centres

Transactional service Capability development . .
Business operations centres
centres centres

* Provide business function
support globally, e.g.,
finance, HR, IT,
procurement

* Employ a high number of
FTEs without specialised

* Provide niche capabilities
to parent organisations

* Employ a small number of
FTE qualified/trained in
niche capabilities, e.g.,
analytics, loT and Al/ML

* Deliver core business
operations, e.g., pricing
and promotions, and sales
acceleration

* Develop/enhance
products and services,
creating new markets/
tapping existing markets

* Employ a moderate
number of FTE

« Employ a low number of

knowledge or experience

knowledgeable in business
domains, e.g., finance,
sales and marketing

Source: Deloitte GCC Value Proposition for India

44 Deloitte: GCC Value Proposition for India
*This is a general framework only and Deloitte is
not, by means of its publication, rendering any
professional advice or services

highly skilled FTE, e.g.,
scientists, biotechnologists
and platform engineers
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Another core consideration for
scoping is defining roles within the
GCC'’s operational purview that align
with the chosen GCC model. For
example, companies looking to
enhance cost efficiencies and
achieve economies of scale through
a transactional service centre model
might opt for roles characterised by
standardized tasks and predefined
rule sets. Conversely, if the primary
objective of the GCC is to serve as a
research and development centre, it
is imperative to integrate leadership
positions that contribute to strategic
decision-making.

3. Sourcing Strategy: Leaders should
be intentional about the approach
to be adopted for building GCC
capabilities. A fully self-build
journey would involve investing in
facility and resources to
operationalize the centre, whereas
an assisted-build used third parties
to incubate, operate and transform
capabilities with a commitment to
transfer these to the GCC in the long
run. Hybrid delivery models with
operations fully owned by GCC in
future such as “Build-Operate-
Transfer” are also becoming
increasingly common. Given this
wide array of options for sourcing
strategy for the GCC, a clear
understanding of business drivers
and long-term strategy is key to
choosing the most appropriate
model.

By carefully deciding on these "Where to
Play" choices, companies can ensure that
their GCCs meet immediate operational
demands and also significantly
contribute to long-term strategic
objectives.

C. How to win

Once the companies have outlined the
strategic positioning for the GCC, the
next step is to consider the operational
framework. This typically involves three
key pillars — internal organisation
structure, workforce planning and
external alliances.

Organisation structure: GCC's
internal organisational structure
should align with the parent
company’s global structure while
incorporating local nuances. The
structure should be agile, scalable;
and integrated seamlessly with the
parent organisation to facilitate
smooth operations and knowledge
transfer. GCCs can consider
adopting a matrix structure where
functions and services are aligned
vertically by business lines and
horizontally by geography or
capability, enabling effective
resource sharing and functional
expertise across the organisation.
This dual alighment helps maintain
global standards and allows for
localised flexibility in operations,
essential for addressing region-
specific challenges and
opportunities.

Workforce planning: Attracting and
retaining top talent is paramount
for the success of any GCC. While
competitive compensation packages
are a major driver for this, well-
defined talent strategies aimed at
offering clear career progression
paths and continuous learning and
development opportunities for its
employees often help organisations
stand out. Investment in building a
supportive culture focused on
employee well-being, innovation
and inclusion goes a long way in
enhancing retention rates and
turning employees into talent
ambassadors for the GCC. MNCs
should also consider using their
global brand to attract top talent
while customising their value
proposition to meet the
expectations and aspirations of the
local workforce.

External alliances: While efficient
internal organisation and workforce
planning are critical, companies
should not lose sight of and should
carefully plan for external alliances /
collaborations which can support
smooth operations and boost
growth. For instance, external
alliances with local governments
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and authorities to secure incentives
can be crucial for ensuring
operational viability, facilitating
smoother business operations, and
providing additional strategic
advantages such as access to
infrastructure, talent, and potential
subsidies or tax benefits. Given the
criticality, MNCs often appoint
dedicated liaisons who specialise in
government relations to effectively
handle these interactions. Another
type of external alliance that is
increasingly being used by GCCs is
collaborations with local startups,
academic institutions, and research
organisations. The objective is to
tap into the host country’s local
innovation ecosystem, which can be
achieved through collaborations,
sponsorships, and coordinated
projects that drive innovation and
technological advancement. By
integrating into the local innovation
landscape, GCCs can harness
cutting-edge research, emerging
technologies, and novel business
ideas, which are crucial for
maintaining competitive advantage.
GCCs also typically set up innovation
hubs or incubation centres to
facilitate these collaborations with
the intent to provide mutual
benefits for both the GCC and its
local partners.

By making these informed "How to Win"
choices, companies can aim for their
GCCs to be not only operationally
efficient but also strategically positioned
to drive value and innovation. These
decisions form the foundation for a GCC
that is well-integrated with the parent
organization, deeply connected to the
local ecosystem, and capable of
attracting and retaining the best talent.

D. Capabilities

Once companies have finalised the
strategic positioning and operational
framework for the GCC, they must
prioritise the creation of robust ways of
working and processes. Well-defined
workflows, comprehensive SOPs, and
best practices tailored to GCC's specific

functions and local dynamics are must-
have tools to effectively guide teams in
running smooth operations. The focus
should be on striking an effective balance
between standardizing processes to
ensure consistency and efficiency and
being flexible enough to adapt to local
market dynamics and cultural nuances.

The next step for companies is to clearly
outline collaboration mechanisms with
the parent organisation while ensuring
seamless coordination across
geographies. Regular reporting, strategic
reviews, and accountability levers help
drive alignment and promote real-time,
efficient communication and project
management to ensure strong
collaborations. Having a regular cadence
through virtual meetings and workshops
can go a long way in ensuring there is
alignment on strategies and progress.
This integration process must be
supported by an intense training and
development programme that equips
employees with the necessary skills to
operate within a global framework. This
includes cultural competence training to
enhance understanding and cooperation
among diverse teams, as well as
technical training in key areas such as
data management, data privacy and
regulatory compliance. While defining
these collaboration mechanisms,
organisations must ensure that the GCC
is empowered with enough autonomy to
make decisions critical to its regional
operations. Such a mindset enhances
transparency, facilitates quicker decision-
making, and fosters a culture of
ownership and responsibility within the
GCC leadership.

Another critical consideration is the
adherence to local and international
regulatory requirements, which
necessitates a comprehensive
compliance framework tailored to each
location’s legal standards. This is
especially essential for the Life Sciences
sector where regulatory requirements
might vary significantly between the
global headquarters and the GCC host
country. The objective should be to
understand and implement current laws
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and regulations and stay ahead of
potential changes in the legal landscape.
To that effect, companies should
consider setting up a dedicated
regulatory affairs team that works closely
with local entities to ensure all processes
and products meet the required
standards. This team should also be
responsible for conducting regular audits
and risk assessments to identify and
mitigate any potential compliance issues
before they arise.

Companies must also meticulously plan
for certain enabling capabilities such as a
robust IT ecosystem and local third-party
collaborations, to enhance their
operational efficiency and adaptability to
position themselves well to meet the
challenges of the global market. In
conclusion, the successful establishment
of a GCC hinges on the meticulous design
and implementation of certain must-
have capabilities that support day-to-day
operations while fostering effective
collaboration, ensuring clear
communication, and maintaining
rigorous compliance with regulatory
standards.

E. Management systems

The success of any strategy is
fundamentally determined by the quality
of its execution. For this reason, to be
able to implement the strategic vision of
its parent organisation, GCC should
implement strong operational
management systems. A robust
governance framework that ensures
clarity and accountability in decision-
making processes, along with a well-
defined RACI model is crucial in
delineating the roles and responsibilities
of different stakeholders. This ensures
that each team member, whether
located in regional offices or the global

headquarters, understands their specific
contributions towards common goals.
This clarity is essential for minimizing
overlaps and gaps in responsibilities,
which can often lead to inefficiencies or
miscommunications.

Itis also imperative to define function-
specific Service Level Agreements (SLAs)
and Key Performance Indicators (KPIs).
SLAs should outline the expected
performance standards and timelines for
service delivery, which helps in
maintaining high service quality and
operational efficiency. Meanwhile, KPlIs,
should be strategically chosen to reflect
critical success factors of the centre,
such as innovation rate, compliance
adherence, cost efficiency, and customer
satisfaction. There should be robust
monitoring and reporting mechanisms in
place to regularly track and report these
SLAs and KPIs for insights into
performance and to highlight areas
needing improvement. Using advanced
analytics tools to generate predictive
insights based on past and current
performance can help organizations
make informed decisions and
significantly enhance the agility and
effectiveness of GCCs.

Companies should also establish a
feedback loop from stakeholders,
including employees, management and
external partners, to foster continuous
improvement. Feedback should be
systematically collected, analysed, and
used to continually refine processes and
governance structures. Such an approach
helps in adapting to evolving business
and regulatory environments and
maintaining high levels of employee
engagement and satisfaction.
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Chapter 6: Unlocking
LSHC opportunities:
The Indian frontier

MNCs seeking to establish GCCs should consider India
for its notable blend of government support and
conducive business environment. India's commitment
to facilitating foreign investment is evident through
initiatives such as the “Make in India” campaign,
which aims to boost manufacturing and job creation
by providing incentives and simplifying regulatory
processes. Programs such as “Digital India” and “Skill
India” demonstrate the government's dedication to
advancing digital infrastructure and nurturing a skilled
workforce, essential for the success of GCCs in
today's technology-driven landscape. The
government is also focused on developing
infrastructure to ensure that GCCs have access to
modern facilities and amenities, further enhancing
their competitiveness on the global stage.

Specifically for life sciences, Hyderabad is
considered the country’s ‘healthcare
hub’ with Telangana accounting for ~30
percent of the Indian pharmaceutical
sector by value.* In addition to a
flourishing pharmaceutical industry, the
state has a large pool of tech-talent and
is home to offices of some of the world’s
leading tech and financial services
companies. This distinctive intersection
of life sciences and technology uniquely
positions Hyderabad as a coveted
destination for life sciences GCCs.

The state government has also identified
life sciences as a priority sector and has
set up a dedicated department,
“Telangana Life Sciences”, to drive
growth of this sector in the region. The
department has set out an ambitious
Vision 2030 for Telangana’s life sciences
sector: To become one of the top life
sciences clusters in Asia by leading
innovation-driven and tech-enabled
growth and using latent domestic
demand.?! To achieve this ambition and
create a network of infrastructure,
stakeholders, skilled workforce and
efficient processes, the department has

4 Telangana Govt.: Telangana-Life-Sciences-Vision-2030.pdf
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announced the “Life sciences Grid
Strategy”. The grid strategy has several
new initiatives focused on setting up the
world’s largest pharma cluster
comprising Genome Valley, Medical
Devices Park, B-Hub manufacturing
facility, among others.4

Genome Valley: India’s first organised
cluster of life sciences R&D and clean
manufacturing activities, with world-
class infrastructure facilities in the form
of Industrial / Knowledge Parks, Special
Economic Zones (SEZs), multi-tenanted
dry and wet laboratories and incubation
facilities.”

Medical Devices Park: Inaugurated in
2017, the country’s largest medical
device park spread over 302 acres in
Hyderabad, has become a home to R&D
and manufacturing units of more than
25 organisations.4°

B-Hub - A first-of -its-kind initiative in
the country focused on biopharma R&D.
Set up through a public private
partnership in Genome Valley, B-Hub
features a scale-up manufacturing
facility.>°

T-Hub — Telangana's Technology Hub, a
585,000 sq ft innovation centre, plays a
crucial role in fostering life sciences
startups. The facility provides advanced
resources, expert mentorship, and
collaborative opportunities with industry
leaders, particularly in digital health,
biotechnology, and MedTech. T-Hub's
significance was further highlighted by a
recent visit from the US FDA delegation,
which recognised Telangana's
innovation in healthcare and medical
devices.1>?

As part of the grid strategy, Telangana
life sciences also focuses on skill
development and building talent

46 Telangana Govt.: Life sciences grid strategy
47 Telangana Govt.: Genome Valley

48 Telangana Govt.: Medical device park

4 Telangana Govt.: Life Sciences Grid - Clusters
%0 Telangana Govt.: B-hub

51 T-Hub: About

52 T-Hub: T-hub hosts distinguished US FDA

capabilities in life sciences through
institutions and initiatives such as United
States Pharmacopeia Hyderabad Training
Institute, Dr. Reddy’s Institute of life
sciences, National Institute for
Pharmaceutical Education and Research
(NIPER), Vaccine skill development
program, Telangana Academy of Skills
and Knowledge (TASK), etc.>3

The Telangana government recently
rolled out an ambitious initiative to
establish 10 integrated Greenfield
Pharma Villages, designed to boost
pharmaceutical innovation, R&D and
manufacturing. Strategically located
within 90 minutes of the Hyderabad
International Airport, these villages will
drive innovation and efficiency in the
pharmaceutical sector, with an
investment of INR1 lakh crore. Part of
the Mega Master Plan-2050, they aim to
accommodate up to 30 companies per
site, fostering resource optimisation,
and enabling regional production hubs.>*

Hyderabad is also emerging as an R&D
hub®® by establishing institutions such as
Indian Drug and Pharmaceuticals Limited
(IDPL), International Crops Research
Institute for semi-arid tropics (ICRISAT),
Centre for Cellular and Molecular Biology
(CCMB), and the Indian Institute of
Chemical Technology (IICT). Additionally,
in a push towards fostering a
collaborative ecosystem focused on
innovation and knowledge sharing within
life sciences GCCs, Telangana has also
announced strategic plans for the
formation of a life sciences GCC
consortium, bringing together all the life
sciences GCCs in Hyderabad and India.>®

Recently, Telangana Life Sciences
launched “C4IR Telangana” in February

3 Telangana Govt.: Life sciences grid — other initiatives — skill development

54 Pharmabiz: Telangana government is plans 10 ‘Pharma Villages’

%5 Telangana Govt.: Life sciences grid - clusters

%6 Deccan Chronicle: TS announces life sciences GCC consortium
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2023 in collaboration with the World
Economic Forum (WEF), as part of WEF’s
Centre for the Fourth Industrial
Revolution (C4IR). This is WEF C4IR’s
second centre in India and the first
thematic centre on healthcare and life
sciences and intends to use the state’s
local talent, in addition to the
investments in infrastructure and
dedicated pharma clusters to advance
and adopt newer technologies in Life
Sciences.>’>8

These initiatives demonstrate the strong
commitment and vision of the
government of Telangana to establish
Hyderabad as a global destination for life
sciences GCCs. The city offers great
combination of talent, infrastructure,
innovation, and collaboration that can
help life sciences companies accelerate
their digital transformation and achieve
their business goals.

57 World Economic Forum: Centre for the fourth industrial revolution - Telangana

%8 World Economic Forum: World economic forum’s fourth industrial revolution network
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