
© 2020 Neo Group. All rights reserved. For Discussion Purposes Only.

COVID -19: IMPACT AND RESPONSE 
SURVEY RESULTS

June 3, 2020



© 2020 Neo Group. All rights reserved. For Discussion Purposes Only. 2

INTRODUCTION

IAOP and Neo Group partnered in a survey to gather an important perspective on the impact of 
COVID-19.  Two important constituents participated in the survey:

• The buyers of third party services

• Third-party service providers

As professionals responsible for some of the most impactful global sourcing partnerships that exist 
today, we believe there is value in understanding their perspectives on the realities on the ground, 
sharing lessons learned, and supporting one another in the recovery effort.  
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PROFILE QUESTIONS

42%

38%

8%

7%

3% 2%

Asia

North America

Africa

Europe

AustraliaSouth America

73%

27%

Provider of 
Services

Buyer of Services

Where Is Your Company HQ Located? What Is Your Company's Role In Global Sourcing?
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BUYER RESPONSES SERVICE PROVIDER
RESPONSES

BUYER & 
SERVICE PROVIDER
COMPARISONS

CONTENT
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BUYER & SERVICE 
PROVIDER: 

COMPARISONS

Disruption

Performance

Future Outlook

Planning Ahead

Locations



© 2020 Neo Group. All rights reserved. For Discussion Purposes Only.

Which statement best describes the current level of disruption in services?

6

LEVEL OF DISRUPTION

Buyer Service Provider

36%

22%

14%

14%

14%

<10% of services have been disrupted

<25% of services have been disrupted

<50% of services have been disrupted

>50% of services have been disrupted

>75% of services have been disrupted

0% 10% 20% 30% 40%

31%

24%

12%

14%

7%

12%

<10% of services have been disrupted

<25% of services have been disrupted

<50% of services have been disrupted

>50% of services have been disrupted

>75% of services have been disrupted

>90% of services have been disrupted

0% 10% 20% 30% 40%

Good News
58% of buyers have experienced <25% of their services disrupted

Bad News
28% of buyers have experienced >50% of their services disrupted 

Good News
55% of service providers have experienced <25% of their services disrupted

Bad News
33% of service providers have experienced >50% of their services disrupted 
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Which of the following best describes the underlying reasons for the service disruption?
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ROOT CAUSE OF DISRUPTION

Buyer Service Provider

36% of buyers believe the absences of tools, infrastructure and policies to 
support WFH were the underlying reason for service disruption

17% of service providers believe the absences of tools, infrastructure and 
policies to support WFH were the underlying reason for service disruption

17%

52%

2%

10%

5%

14%14%

43%
22%

14%

0%

7%

Across both buyers and service providers, mandatory stay-at-home orders were the biggest cause of disruption.
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33%

48%

17%
0%

2%

36%

14%14%

29%

7%

8

PERFORMANCE

Buyer Service Provider

How confident are you in your ability to maintain the current level of service and 
prevent any further deterioration to service?

Only 50% of buyers are confident or very confident in their ability 
to maintain current service levels and prevent further disruptions

81% of service providers are confident or very confident in their 
ability to maintain current service levels and prevent further 

disruptions
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When do you expect a return to normal or the new normal associated with a steady state?

7%

22%

14%

21%

36%

7%

29%

14%

31%

19%

9

FUTURE OUTLOOK

Buyer Service Provider

Lot of uncertainty around the timing; No clear consensus on when we will return to normal
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Which of the following actions do you believe your company will be pursuing as the crisis abates?
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PLANNING AHEAD

71.43%

42.86%

42.86%

50.00%

57.14%

50.00%

Review spend and costs in an effort to
find savings

Revisit sourcing strategy and increase
insourcing

Revisit sourcing strategy and increase
outsourcing

Conduct health check on all third party
providers

Implement stronger governance and
risk management

Incorporate work-from-home into
business continuity plans

0.00% 20.00% 40.00% 60.00% 80.00%

Buyer Service Provider

40%

60%

40%

52%

29%

2%

Review spend and costs in an effort to
find savings

Re-evaluate current operating model and
engagement model

Revise and strengthen business
continuity plans

Innovate and expand use of technology

Implement stronger governance and risk
management

Other (please specify)

0% 20% 40% 60% 80%

Both buyers and service providers expect to pursue a broad range of corrective strategies as the crisis abates
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How do buyers perceive the stability of different global locations?
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LOCATIONS - BUYER

United 
States

Mexico

Central America & 
El Salvador

Belgium

Italy

China

India

Sri
Lanka

Philippines

KEY

Most Stable

Neutral

Least Stable
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How do service providers perceive the stability of different global locations?
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LOCATIONS – SERVICE PROVIDER

KEY

Most Stable

Neutral

Least Stable

United 
States

Mexico

Brazil

China

India

Argentina

Buenos Aires

Europe

Ireland
Canada

South
Africa

Morocco

Spain
Italy

Egypt

UAE

Bangladesh

Australia &
South Australia

Malaysia

Vietnam

Japan

Asia
Pacific

Pakistan

UK

Singapore

Switzerland

Different service providers have been impacted differently which may explain why locations like India and North America appear in both 
lists – the most stable and the least stable 
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BUYER
RESPONSES

Operating Models

Service Provider Performance

Actions

Anticipated Adjustments
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7%

22%

64%

7%
Captive Centers

Service Providers

Leverage both
Captive and
Service Providers
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BUYER RESPONSES

What types of off-shore and near-shore Business Processing 
Centers do you currently have?

Which statement most accurately describes your 
experience?

36%

36%

28%

Service providers
were better
prepared and did a
better job
minimizing
disruptions to our
services.
Captive centers
were better
prepared and did a
better job
minimizing
disruptions to our
services.

Summary other responses – Neither handled it better
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36%

21%

14%

29%

0%

Very satisfied

Satisfied

Neither satisfied nor
dissatisfied

Dissatisfied

Very dissatisfied

15

BUYER RESPONSES

How satisfied are you with your service provider’s response 
to the pandemic?

Service providers you would like to recognize for their 
excellent response and service levels during this crisis?

1. TCS 
2. Accenture
3. Capgemini
4. Infosys
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BUYER RESPONSES

Other responses : Business model changes - greater retrenching to domestic CEU business 

59% of buyers are anticipating 

contractions such as – cancelling 

projects, in-sourcing more and reducing 

reliance on contractors

Which of the following adjustments or changes are most likely to be made as the crisis abates?

50%

50%

36%

36%

21%

14%

0%

Cancel projects

In-source more

Switch to better fit service…

Switch to better fit locations

Reduce reliance on contractors

Other (please specify)

Outsource more

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

RESPONSES

Critical Services

Preparedness

BCP & Responsiveness
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SERVICE PROVIDER RESPONSES

Which term best describes how well prepared your 
organization was; did your business continuity plan help 

you mitigate the risk of disruption?

How satisfied are you with your team’s effectiveness in 
responding to the pandemic?

29%

26%

26%

14%

5%

Plans were very comprehensive and

effective in mitigating the risk of disruption

Plans helped mitigate most but not all risks

of disruption

Plans helped mitigate some but not all risks

of disruption

Plans were sub-optimal and provided

minimal help in mitigating the risk of…

Plans were not effective and did not help

mitigate the risk of disruption

0% 10% 20% 30%

50%

33%

12%
5%

0%

Very satisfied

Satisfied

Somewhat
satisfied
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SERVICE PROVIDER RESPONSES

What percentage of your services are designated as critical services and, as such, exempted from a lockdown?

21% of Service Providers responded that more than 
75% of their services were designated as critical 

services and, as such, exempted from the lockdown.

34%

12%
19%

14%

7%

14%

<10% of services
<25% of services
<50% of services
>50% of services
>75% of services
>90% of services
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SERVICE PROVIDER RESPONSES

If you are subject to mandated stay at home orders, what actions did you take to support work from home processes prior 
to the lockdown?

A staggering 62% of Service Providers deployed 
laptops and equipment needed to more than 60% of 

their personnel

9%

7%

10%

62%

12%
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THANK YOU!

For more information:

Visit: www.neogroup.com

Contact: info@neogroup.com
617.830.1664

http://www.neogroup.com/
mailto:info@neogroup.com

