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Introduction

The mid-market segment in Digital Workplace Services
(DWS) is entering a phase of accelerated modernization,
driven by the need to balance next-generation technology-
led solutions with cost efficiency and rapid time to value.
Like large enterprises, mid-market organizations are
increasingly preferring contextualized, domain-specific
solutions, with outcome-driven DWS bundles. However,
they prioritize turn-key, high-impact projects over large-
scale, slow-paced transformations.

To address the dual imperatives of operational efficiency
and enhanced experience, mid-market businesses are
increasingly investing in workplace transformations and
gravitating toward Lean IT models — enabled by
streamlined implementation and templatized, pre-
configured components — while still expecting
customizable models and modular solutions that align with
their specific needs. Mid-market enterprises are also
increasingly considering alternative technology stacks that
provide lighter, more flexible platforms with lower
complexity and faster rollout. They also value prescriptive
guidance that streamlines decision-making, reduces
uncertainty, and accelerates adoption.
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Service providers are adjusting their approaches to better
serve this segment by introducing lighter, more adaptable
workplace offerings, with accelerators designed for quicker
deployment and minimal overheads. In parallel, providers
are introducing innovative metrics that enhance
transparency and help clients more clearly quantify the
outcomes of their workplace initiatives. Many are also
offering readiness evaluations and structured improvement
pathways to guide mid-market firms through capability
building.
The full report includes the profiles of the following 23
leading digital workplace service providers featured on
the Digital Workplace Services PEAK Matrix® Assessment
2026 — Mid-market Enterprises:
¢ Leaders: Avanade, Cognizant, Lenovo, Movate,
Pomeroy, Stefanini Group, and Unisys

¢ Major Contenders: Birlasoft, Brillio, Compucom, HP,
Infinite Computer Solutions, Microland, Milestone
Technologies, Mphasis, Persistent Systems, Randstad
Digital, Sutherland Global, Yash Technologies, and
Zensar

e Aspirants: Dexian, Itransition, and Synoptek

Scope of this report

Geography: global

Industry: 23 leading digital workplace
service providers

Services: DWS for mid-market enterprises
(annual revenue US$1-5 billion)
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Scope of the evaluation
This report examines provider capabilities and trends shaping the rapidly evolving cloud security services market

@ Consulting/assessment services
Strategy, roadmap formulation, feasibility, and

Focus of research

readiness assessments, compliance assessment
and evaluation, and TCO/Rol analysis

Included in the scope — DWS

Service desk: End-to-end incident/request management, omnichannel contact services,
multilingual support, self-healing/self-help solutions, AlOps, ticket workflow management,
intelligent swarming, real-time translation, agent assist solutions, remote access management, Al
agents, and conversational Al

Asset management (Hardware and Software): Management of IT assets (forecasting, discovery,
procurement, deployment, and disposal of endpoint devices such as desktops, Al PCs, tablets,
and workplace applications), financial reporting, license management, asset discovery, stock
management, follow-me print services, Just-in-time (JIT) procurement, smart refresh, and circular
economy

Desk-side/Client-site support services: Install, Move, Add, Change (IMAC) solutions and services,
VIP support, tech cafes (genius bars), remote support, digital lockers, IT Vending Machine(ITVM)
/kiosks, AR-/VR-based smart field support, smart-hands support, physical Al, digital twin, field-
service management platforms, and site-support services for end-user devices

Enterprise mobility: Unified Endpoint Management (UEM) including Enterprise Mobility
Management (EMM), Mobile Device Management (MDM), Mobile Application Management
(MAM), Mobile Identity Management (MIM), BYOD, and Identity and Access Management (IAM)
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Design and implementation
7 Design, migration, post-migration, consolidation,

integration, change management, and validation

Workplace experience management, workplace security, digital adoption, service management, analytics, ESG, and automation
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Managed services

== End-to-end management and support,
monitoring, governance, and other
operations/services

e Smart workplace: loT-based smart office, hot desking, wayfinding, visitor management,

connected devices, Heating, Ventilation, and Air Conditioning (HVAC) solutions, facilities
and energy management, and smart wearables

Unified Communication and Collaboration (UCC): Productivity suites (M365 and Google
Workspace), UCC Copilots (M365 Copilot, and Gemini), Copilot Studio extensions,
telephony, messaging and meeting services, directory services, Unified Communication-
as-a-Service (UCaaS), Meeting Room-as-a-Service (MRaaS), Contact Center-as-a-
Service (CCaaS), Voice over Internet Protocol (VolP), intranet, intelligent knowledge
management, and workplace content and collaboration services (including immersive
collaborations such as avatars and AR/VR/MR for collaboration)

Desktop management and virtualization

— Virtual desktop management: VDI deployment, implementation, patch and image
management, and cloud PC management

— Operating System (OS) and application management: packaging, imaging, distribution,
patching, on-demand provisioning, and zero-touch deployment / modern provisioning

— Workspace-as-a-Service (WaaS): Includes various as-a-service workplace models
such as Desktop-as-a-Service (DaaS), VDI-as-a-Service (VDlaaS), PC-as-a-Service
(PCaaS), and Experience-as-a-Service (EXPaaS)



DWS - mid-market enterprises PEAK Matrix® characteristics

Leaders

Avanade, Cognizant, Lenovo, Movate, Pomeroy,

Stefanini Group, and Unisys

e [ eaders demonstrate a strong proficiency in
serving mid-market clients, delivering workplace
offerings tailored to the segment’s unique needs.
They maintain high satisfaction by offering
balanced portfolios, a clear mid-market vision, and
robust contextualized solutions, supported by
talent and delivery models optimized for the mid-
market

e They effectively apply next-generation
capabilities, including copilot, generative Al, and
agentic Al, backed by extensive partnerships with
mid-market-focused technology vendors, enabling
co-created solutions and joint go-to-market efforts
that accelerate tangible outcomes

e However, despite this, Leaders face tough
competition from Major Contenders in both
retaining and winning new deals and must
continue enhancing their capabilities to offer
clients unique benefits
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Major Contenders

Birlasoft, Brillio, Compucom, HP, Infinite Computer

Solutions, Microland, Milestone Technologies,

Mphasis, Persistent Systems, Randstad Digital,

Sutherland Global, Yash Technologies, and Zensar

¢ While these providers continue to strive to
augment their workplace capabilities with targeted
investments in their mid-market strategy, suite of
IP and technology, delivery capabilities, and
partnership ecosystem, their mid-market-focused
workplace capabilities continue to have some
visible gaps

e Despite building meaningful capabilities across
workplace towers, their portfolio and delivery
capabilities are not as balanced as Leaders',
reflecting in their relative market success

e However, these providers are making targeted
investments in talent skills, delivery frameworks,
internal IP, and partnerships to address capability
gaps, positioning themselves as strong
contenders to Leaders in workplace services
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Aspirants
Dexian, Itransition, and Synoptek

e Aspirants’ mid-market-focused workplace services show
gaps in service scope, internal IP maturity, and
coverage across industry verticals and geographies

e However, these provides are focused on expanding
their workplace capabilities through investment in
service flexibility, experience-centricity, and technology
partnership to help generate major workplace revenue
and improve market positioning
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Y Star Performers
Major Contenders

OHP
Infinite Computer So
®Zensar

Birlasoft®

Market impact
Measures impact created in the market

Low MaSIElS

Low Vision and capability High

Measures ability to deliver services successfully

1 Assessments for Brillio, Itransition, Persistent Systems, and Synoptek excludes service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (Tl) database, provider public disclosures, and Everest Group’s interactions with buyers
Source: Everest Group (2026)
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Unisys
Everest Group assessment — Leader

Measure of capability: @ Low . High

Market impact Vision and capability
Vision and Scope of services Innovation and
Market adoption Portfolio mix Value delivered Overall strategy offered investments Delivery footprint Overall
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Strengths Limitations

e Unisys offers alternative, cost-efficient technology stack options through partnerships e Unisys’ progress in next-generation Al innovation remains in the nascent stages, with
with niche, emerging, and start-up technology providers, catering specifically to the limited proof points in themes such as agentic Al and autonomous decision-making
functional needs of mid-market enterprises e Given its limited reach and client base in MEA, Unisys may necessitate deeper evaluation

e By expanding its consulting depth in a broad range of digital workplace domains, from businesses seeking strong delivery capabilities in the region
backed by its persona-driven user journeys, Unisys is positioning itself as a e Unisys would benefit from a structured, long-term roadmap that clearly defines its
differentiated advisory partner workplace vision and the actionable milestones needed for sustained strategic impact

e Unisys’ Experience-as-a-Service (XaaS) solution, which combines telemetry and e Mid-market businesses seeking bundled, end-to-end workplace solutions may need to
human sentiment anaIySiS to deliver actionable experience inSightS, can be an evaluate f|t’ as Unisys offers a limited range of pre_packaged’ p|ug_and_p|ay
appealing offering for businesses pursuing holistic experience management transformation suites

e Clients prioritizing cost-efficient transformations have appreciated Unisys’ flexible
pricing structures and strong commercial competitiveness
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Market trends

Market size and growth

e The DWS for mid-market revenue
stood at US$ 26.5 billion in 2025,
with an annual growth rate of 30-
35%

e The DWS mid-market investments
are climbing steadily owing to rising
cost pressures, growing operational
complexity, the need to adopt Lean
IT models with Al-led
modernization

e With overall DWS demand rising,
this segment is becoming one of
the most compelling growth
avenues for service providers
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Key drivers for DWS — mid-market

Alternative
technology stack

Modular,
composable
solutions

Streamlined IT
operations
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Mid-market enterprises are increasingly Consulting-led
exploring non-traditional, lighter-weight support
technology ecosystems as alternatives to

large, complex platforms. These stacks

offer lower costs, faster deployment, and

greater flexibility, allowing mid-sized firms

to modernize with minimal overheads.
Outcome-led

Demand is rising for modular, composable delivery models
digital workplace offerings that are

ironically both out-of-the-box and

customizable. Mid-market firms value plug-

and-play components, configurable

templates, and scalable modules that

minimize complexity, while also aligning to

business needs. _
Contextualized

With smaller IT teams and constrained services
budgets, mid-market organizations

emphasize Lean IT principles. They seek

simplified architectures, right-sized

operations, and streamlined governance

models that reduce management burden.

Opportunities and challenges

Mid-market clients often lack dedicated
transformation strategy, creating an
opportunity for providers to lead with
defining maturity baselines, prioritizing use
cases, and guiding adoption through
prescriptive, hands-on advisory support.

As mid-market businesses increasingly
look for quick, measurable time to value,
there is growing adoption of outcome-led
constructs such as OKRs, XLAs, and
milestone-based delivery. Providers must
balance cost sensitivity with outcome
accountability, ensuring transparent value
realization.

Mid-market buyers expect offerings tailored
to their business context and operational
constraints. Providers that deliver industry-
specific, persona-led services — supported
by pre-configured accelerators — can
address the unique challenges of this
segment.



Provider landscape analysis

Market share analysis of the providers
2025; Percentage of overall market of DWS for mid-market enterprises
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Provider market share by YoY growth
2024-25; increase in percentage of revenue
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Key buyer considerations

Key sourcing criteria

High

0

Q
@

()

’
-~

Priority

&

()

‘o
(O

Low

/I;e rest Group®

Transformation expertise

Extensive understanding of the client ecosystem, the ability to prescribe effective
solutions, proven experience in Al deployment, and deep partnerships with leading
technology vendors

Commercial innovation and flexibility

Offering innovative and flexible pricing constructs, tying commercials to actual value
realization, and keeping contracts reasonably priced

Talent management

Providing skilled resources, particularly trained in next-generation technology such
as Al and capable of navigating human-Al augmented scenarios, while effectively
managing attrition to ensure delivery continuity

Strategic partnership

Proactively identifying improvement areas and recommending tailored, innovative,
value-added solutions and services, beyond the immediate ask

Client engagement and relationship building

Responsiveness, flexibility, and proactive engagement, combined with regular
facetime with senior leadership and the ability to influence key stakeholder decisions
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Summary analysis

Mid-market enterprises are approaching digital workplace
sourcing with greater precision, seeking partners that can
deliver tangible impact through right-sized transformation
and accelerated adoption. They increasingly value
providers that bring practical Al enablement and can
translate it into measurable outcomes through simplified,
outcome-linked commercial models suited to mid-market
budgets. There is rising interest in partners that offer lean,
modular solutions and hands-on guidance rather than
large-scale, complex programs.



Key takeaways
for buyers

Mid-market enterprises should
prioritize providers that deliver
contextualized, next-generation
workplace modernization, while
accommodating mid-market
constraints through right-sized,
outcome-led models with simplified,
rapid deployments.
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Shifts in provider capabilities

Mid-market enterprises should prioritize providers that balance
agility with strategic depth and offer segment-specific solutions,
enabling next-generation modernization with meaningful
impact, while also accounting for mid-market constraints.

Differentiation across provider types

Enterprises need to prioritize providers based on their varied
strategies, such as leading through domain-specific offerings,
agile and outcome-led delivery, or consulting expertise, to align
with their maturity, budget posture, and workplace priorities.

Key innovations

Providers demonstrating progress in areas such as modular
workplace architectures, contextualized transformation, and
value-linked commercial models will be best positioned to help
mid-market firms achieve sustainable outcomes.
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Appendix

PEAK Matrix® framework
FAQs
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Everest Group PEAK Matrix® is a proprietary framework for assessment of market impact and
vision and capability

Everest Group PEAK Matrix

High

Major Contenders

Market impact
Measures impact created in the market

Low Vision and capability High

Measures ability to deliver services successfully
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Services PEAK Matrix® evaluation dimensions

Measures impact created in the market — A
captured through three subdimensions

Leaders
Market adoption

Number of clients, revenue base,
YoY growth, and deal value/volume

Major Contenders

Portfolio mix
Diversity of client/revenue base across
geographies and type of engagements

Market impact

Value delivered

Value delivered to the client based on customer
feedback and transformational impact

Vision and capability

Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy Scope of services offered Innovation and investments Delivery footprint
Vision for the client and itself; Depth and breadth of services  Innovation and investment in the enabling Delivery footprint and global
future roadmap and strategy portfolio across service areas, e.g., technology IP, industry/domain sourcing mix

subsegments/processes knowledge, innovative commercial

constructs, alliances, M&A, etc.
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FAQs

Q: Does the PEAK Matrix® assessment incorporate any subjective criteria? Q: Whatis the process for a provider / technology vendor to leverage its PEAK Matrix positioning?
A: Everest Group’s PEAK Matrix assessment takes an unbiased and fact-based approach that A: Providers/vendors can use their PEAK Matrix positioning or Star Performer rating in multiple ways
leverages provider / technology vendor RFls and Everest Group’s proprietary databases containing including:
providers’ deals and operational capability information. In addition, we validate/fine-tune these results * Issue a press release declaring positioning; see our citation policies

based on our market experience, buyer interaction, and provider/vendor briefings. e Purchase a customized PEAK Matrix profile for circulation with clients, prospects, etc. The

Q: Is being a Major Contender or Aspirant on the PEAK Matrix, an unfavorable outcome? package includes the profile as well as quotes from Everest Group analysts, which can be used in
A: No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors PR
in a particular space. There are a number of providers from the broader universe that are assessed e Use PEAK Matrix badges for branding across communications (e-mail signatures, marketing

and do not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is
itself a favorable recognition.

brochures, credential packs, client presentations, etc.)

The provider must obtain the requisite licensing and distribution rights for the above activities through

Q: What other aspects of the PEAK Matrix assessment are relevant to buyers and providers other than an agreement with Everest Group; please contact your CD or contact us
the PEAK Matrix positioning?

A: A PEAK Matrix positioning is only one aspect of Everest Group’s overall assessment. In addition to
assigning a Leader, Major Contender, or Aspirant label, Everest Group highlights the distinctive
capabilities and unique attributes of all the providers assessed on the PEAK Matrix. The detailed
metric-level assessment and associated commentary are helpful for buyers in selecting
providers/vendors for their specific requirements. They also help providers/vendors demonstrate their
strengths in specific areas.

Q: Does the PEAK Matrix evaluation criteria change over a period of time?

A: PEAK Matrix assessments are designed to serve enterprises’ current and future needs. Given the
dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality and to serve enterprises’
future expectations.

Q: What are the incentives for buyers and providers to participate/provide input to PEAK Matrix
research?
A: Enterprise participants receive summary of key findings from the PEAK Matrix assessment

For providers

e The RFI process is a vital way to help us keep current on capabilities; it forms the basis for our
database — without participation, it is difficult to effectively match capabilities to buyer inquiries

e |n addition, it helps the provider/vendor organization gain brand visibility through being in included
in our research reports
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Stay connected

Dallas (Headquarters) Delhi
info@everestgrp.com

+1-214-451-3000

Bangalore
india@everestgrp.com
+91-80-61463500

Website Follow us on

everestgrp.com

Blog
everestgrp.com/blog

india@everestgrp.com
+91-124-496-1000

Toronto
canada@everestgrp.com
+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering
through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please read this notice carefully and in its entirety. By accessing Everest Group materials, products or services, you agree to Everest Group’s Terms of Use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use, is hereby incorporated by reference as if
fully reproduced herein. Parts of the Terms of Use are shown below for convenience only. Please refer to the link above
for the full and official version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulation Authority (FINRA), or any state or foreign (non-U.S.) securities regulatory
authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the
law or any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. All properties,
assets, materials, products and/or services (including in relation to gen Al) of Everest Group are provided or made
available for access on the basis such is for informational purposes only and provided “AS IS” without any warranty of any
kind, whether express, implied, or otherwise, including warranties of completeness, accuracy, reliability, noninfringement,
adequacy, merchantability or fitness for a particular purpose. All implied warranties are disclaimed to the extent permitted
by law. You understand and expressly agree that you assume the entire risk as to your use and any reliance upon such.

Everest Group is not a legal, tax, financial, or investment adviser, and nothing provided by Everest Group is legal, tax,
financial, or investment advice. Nothing Everest Group provides is an offer to sell or a solicitation of an offer to purchase
any securities or instruments from any entity. Nothing from Everest Group may be used or relied upon in evaluating the
merits of any investment. Do not base any investment decisions, in whole or part, on anything provided by Everest Group.

Everest Group materials, products and/or services represent research opinions or viewpoints, not representations or
statements of fact. Accessing, using, or receiving a grant of access to Everest Group materials, products and/or services
does not constitute any recommendation by Everest Group to (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or
representation as to past, present, or future performance of a business or a market. The information contained in any
Everest Group material, product and/or service is as of the date prepared and Everest Group has no duty or obligation to
update or revise the information or documentation.

Everest Group collects data and information from sources it, in its sole discretion, considers reliable. Everest Group may
have obtained data or information that appears in its materials, products and/or services from the parties mentioned
therein, public sources, or third-party sources, including data and information related to financials, estimates, and/or
forecasts. Everest Group is not a certified public accounting firm or an accredited auditor and has not audited financials.
Everest Group assumes no responsibility for independently verifying such information.

Companies mentioned in Everest Group materials, products and/or services may be customers of Everest Group or have
interacted with Everest Group in some other way, including, without limitation, participating in Everest Group research

activities.
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With you on the journey
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