Literature Review

A Comprehensive * Reviw and Transorimation
Study on Evolution and © The Author(s) 2026
Stl"ategic |mpaCt of DOI: 10.1177/jmrt.261425807
mrt.greatlakes.edu.in

HH GREAT

Global Capability Centres GREAT

(GCCGs) in the concacn
Indian Industry

Amareshwar Kumar Rai' and Sanjay Srivas'

Abstract

Global capability centres (GCCs) are playing a significant role in positioning
India as a strategic hub in the global business landscape. This study explores the
sustainability and growth of GCCs in India and their transformative impact on
the Indian business ecosystem. Currently, around 1,800 GCCs operate across
multiple domains and locations nationwide. Key drivers for GCCs’ establishment
are the availability of skilled talent, technological advancements and policy and
infrastructure support. It is important to know that GCCs are evolving from
cost-arbitrage back-office hubs to centres of innovation, leadership development
and strategic decision-making, and are further expected to emerge as Al-driven
enterprises. In this article, quantitative analyses were performed to examine how
factors such as technological advancements, workforce upskilling, and policy
support contribute to fostering GCC sustainability. The study shows that sig-
nificant opportunities exist to expand GCCs into Tier Il and Tier Ill cities and
diversify into emerging sectors such as telecom, real estate and healthcare. Based
on the data available in terms of the state policy framework, talent pool and
other conducive key factors for the establishment of GCC, some recommenda-
tions and suggestions are proposed to ensure long-term growth of the country.
In conclusion, GCCs currently contribute 1.5%—2.0% to India’s GDP and employ
approximately 1.9 million people and are expected to grow 3.5% GDP contribu-
tion with 2.8 million jobs by 2030, which showcases increasing economic signifi-
cance. This indicates the significance of GCCs in the Indian business ecosystem.
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Introduction

Global capability centres (GCCs), formerly known as captive centres of multina-
tional companies, have evolved over the years into global in-house centres (GICs)
and are now more commonly known as GCCs. These centres were established as
cost-arbitrage hubs in the late 1990s and now emerged as strategic units within
multinational corporations (MNCs) to manage key business functions across the
regions. For example, Texas Instruments (TT) were the first global tech company
for software design, which set up its GCC operation at Bangalore, India. However,
this GCC was an R&D centre and more than cost saving move. At the same time,
Citibank launched Citicorp Overseas Software Ltd. (COSL) in Pune, focused on
banking software, effectively becoming India’s first ‘captive’ IT services centre.
Now GCCs are service centres as well as innovation centres, creating value-added
services. The most common GCCs support functions such as IT services, finance,
human resources and customer support, leveraging advanced technologies and a
skilled workforce (Knowledge and Innovation hub) to drive operational efficiency
and innovation (Six Imperatives to Scale up the Global Capability Centre Market
in India, PwC, 2023). Over the years, GCCs evolved from back-office operations
into strategic decision-making operations. Development phases of GCCs over the
periods are given below and depicted in Figure 1.

1. Wave-1: Transactional operations (1990s—2000s): Centres focused on
low-cost, repetitive tasks such as data entry and helpdesk support by relo-
cating IT operations to India.

2. Wave-2: Process optimisation (2000s-2010s): Emphasis on operational
excellence and process optimisation through tools like Six Sigma, lean
methodologies and adoption of global quality standards, enterprise resource
planning (ERP) system and introduction of automation.

3. Wave-3: Value creation and innovation (2010s-2020s): Known for
innovation and skill development, there was a rise in the application of
digital technologies such as cloud, artificial intelligence (Al), data
analytics, blockchain, cyber security, capacity building, and incre-
mental growth in the startup mindset that becomes an innovation hub
from execution arms.

4. Wave-4: Strategic decision-making and global leadership (2020s—
current): With deep expertise across sectors like banking, healthcare,
manufacturing, retail and technology, GCCs have become knowledge
powerhouses and help in making strategic decision-making and global
leadership.
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Figure |. Representation of GCC Development Phases.
Note: GCC = Global Capability Centre.

In this context, a few examples are explained below to understand the
transformation of back-office operations to become strategic decision-making
and global leadership through a case study:

e J. P. Morgan GCC, Bengaluru and Hyderabad

o Role: Initially established as a back-office operations for banking
processes, now acts as a strategic hub for digital banking, cybersecurity
and risk management. These centres design and deploy Al-powered
fraud detection models, provide leadership on fintech partnerships and
digital payment innovations.

*  Microsoft India Development Centre (IDC), Hyderabad, Bengaluru and
Noida

o  Role: Initially established as an offshore software development support, it
now acts as the largest R&D centre outside the United States. These centres
provide core products like Azure, Office 365 and Teams. It also plays a
key role in shaping generative Al integration into Microsoft products.
*  Bosch Global Software Technologies (BGSW), Bengaluru

o Role: At the beginning, this centre was established as an engineering
support for automotive products; now it acts as a global innovation and
decision hub for Bosch in areas like connected mobility and Industry 4.0.

e Walmart Global Tech India, Bengaluru

o Role: Support for supply chain IT systems, now acts as a decision-
making centre for global retail technology and customer experience.

*  Novartis GCC, Hyderabad

o Role: Shared services for finance and HR, now act as a global decision-
making hub for healthcare innovation and digital medicine. It drives
Al-enabled drug discovery and patient care platforms.

Thus, GCCs are now nerve centres of innovation, leadership and global competi-
tiveness for MNCs.

Review of Literature

To conduct this study further, an extensive literature review on GCC implemen-
tation and the policy frameworks in India was undertaken.
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India Brand Equity Foundation, in its news reports, highlights that GCCs have
emerged as a critical component of India’s integration into global value chains.
Over the past decade, India has consolidated its position as the world’s leading
destination for GCCs, hosting more than half of the global GCC footprint.
According to industry and policy reports, India currently accommodates
approximately 1,700-1,800 GCCs across diverse sectors, including information
technology, engineering, banking and financial services, healthcare, manufacturing
and telecommunications. The literature identifies key enablers for GCC growth
include large skilled talent pool, cost efficiency, robust digital infrastructure and
progressive policy support (IBEF, 2024).

Phadnis (2024), in her Times of India article titled ‘How GCCs are powering
India’s Job Market’, explains that several studies highlight the growing eco-
nomic significance of GCCs within the Indian economy. GCCs are estimated to
contribute between 1.5% and 2.0% to India’s GDP while employing nearly 1.9
million professionals. As per projections, indicate that by 2030, employment
generation could reach approximately 2.8 million, with a corresponding increase
in GDP contribution to around 3.5%. This highlights the transition of GCCs
from auxiliary service providers to core contributors to national economic
growth (Phadnis, 2024).

An India Briefing article by Melissa Cyrill and Khyati Anand brings out a
very interesting perspective on the structural transformation in the functional
orientation of GCCs. Earlier research characterised GCCs primarily as cost-
arbitrage and back-office support units; however, recent studies demonstrate a
clear shift toward innovation-led functions such as research and development,
Al, data analytics, cybersecurity, cloud engineering and product development.
This transition reflects a strategic realignment wherein multinational enterprises
increasingly leverage Indian GCCs for high-value and mission-critical activi-
ties. Also, the estimated GCC market should reach US$110 billion by 2030
(Cyrill & Anand, 2023).

In the report by PwC, India titled ‘Catalysing value creation in Indian
GCCs’, research reveals that from a strategic management perspective, GCCs
are now viewed as integral components of enterprise-wide value creation.
PwC’s empirical analysis highlights that Indian GCCs are contributing to
global organisations at a compounded annual growth rate exceeding 11%, par-
ticularly through digital transformation and innovation initiatives. Leadership
development, decision-making autonomy and closer integration with head-
quarters are identified as key determinants of GCC maturity and long-term
sustainability (Ojha et al., 2025).

Methodology to Measure the Impact of GCCs

This study adopts a mixed-methods research design to comprehensively assess
the impact of GCCs on the Indian economy. The mixed-method approach inte-
grates quantitative techniques to measure measurable economic outcomes with
qualitative techniques to capture strategic, institutional and innovation-driven
impacts that are not fully reflected through numerical indicators.
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Figure 2. Sector-wise Distribution of GCCs in India.
Note: GCC = Global Capability Centre.

Sector-wise Distribution of GCCs

In the IT industry, it is a fact that many multinational companies have established
their captive unit in India (offshore centres) to manage the entire work, such as
operations, enhance innovation and drive technological advancements of the
captive unit. As per the market report by JLL India, approximately 1,800 GCCs
are currently operating in India in various sectors, as depicted in Figure 2. Of the
total, 548 GCCs are in the IT/ITeS sector. The next three important domains for
GCCs are Manufacturing, Banking Financial Services and Insurance (BFSI),
Telecom, Real Estate & Healthcare which are represented by 463, 389 and 204
GCCs respectively in the said domains across the country. Further, GCC—
Consultancy are known for its process-oriented and practical approach. They
work closely with leadership teams with an objective to solve critical business
challenges and unlock value-driven growth through the right workforce strategy,
improving operational efficiency and unlocking long-term value. A few top GCCs
in E-commerce, such as Amazon, Goldman Sachs, JP Morgan, Deloitte and
Walmart in India, are transforming the country’s business landscape and contrib-
uting significantly to global operations.

Key Factors for Evolution of GCCs in India

India has become a preferred destination for GCCs due to its vast talent pool, cost
advantages, robust IT infrastructure and policy framework. Over the past two
decades, the country has witnessed significant growth in the number of GCCs,
with many global giants establishing their operations in cities like Bengaluru,
Hyderabad, Mumbai, Pune, Chennai and Delhi-NCR (Ghosh, 2025). Initially,
GCCs in India were primarily set up for back-office operations, focusing on
repetitive and transactional tasks. However, over time, they are converted into
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Figure 3. Location-wise GCCs in India.
Note: GCCs = Global Capability Centres.

centres of excellence, innovation hubs and strategic enablers for their parent
organisations. The location-wise distribution of GCCs in India is as follows:

From Figure 3, it is clear that the preferred destination for establishing
GCCs is metro cities. However, the key factors for establishing new GCCs are
also available in other locations of the country (India’s Unique Value
Proposition, 2025). Nowadays, many of the State Government have made
GCC policies to attract their locations. For example, Uttar Pradesh, Karnataka
and other states. Uttar Pradesh has issued a GCC policy 2024, which addresses
the key factors that influence global companies to invest in that region (Bagri
et al., 2024; GCC Policy, 2024). Gujarat has launched the GCC policy 2025-
2030, aligning with union budget 2025. Now, the government is keen to
expand GCCs into smaller cities by providing a conducive environment, such
as robust infrastructure, improving the policy framework and strengthening
the startup ecosystem required for the establishment of GCC. With regard to
the startup ecosystem in Tier II locations, Next Generation Incubation Scheme
(NGIS), with an objective to promote and support innovative startups, is
entrusted by MeitY to STPI for implementation. The locations are Agartala,
Bhilai, Bhopal, Bhubaneswar, Dehradun, Guwahati, Jaipur, Lucknow,
Prayagraj, Mohali, Patna and Vijayawada. To strengthen infrastructure, STPI
under MeitY has established Incubation facilities in the Tier II and Tier III
locations (IBEF, 2024).

The evolution of GCCs has been driven by:
Policy and Infrastructure: Support by the central and state-level policy
frameworks:

*  Special economic zones (SEZs), made by the Central Government
through the SEZs Act, 2005, area within a country where the trade
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and business laws are different from the laws applicable to other parts
of the country. There are various incentives, such as upfront GST
exemption, tax benefit and other benefits as per the respective state’s
IT policy, to any unit operating in the SEZ.

*  Dedicated GCC policy of a few States like Uttar Pradesh, Karnataka,
Gujarat, Maharashtra and other states.

*  Software Technology Park (STP) Scheme under Foreign Trade Policy,
there is a single-point contact service to extend import duty benefit to
the IT/ITeS companies.

*  Digital Personal Data Protection Act (2023) ensures compliance with
global data regulations (like GDPR), making India a safe destination
for data-sensitive GCC operations.

*  Government of India’s initiatives, such as India like Digital India,
Make in India, Startup India, and PLI schemes.

* Infrastructure support, world-class standard infrastructure in major IT

hubs.

*  World’s second largest internet user base and fastest-growing data
consumption.

* Policies to encourage cybersecurity infrastructure and cloud
adoption.

e Union budget 2025 to promote GCCs in Tier II cities.
*  Labour law reforms, digital and data policies.

Talent Availability: Access to a skilled and diverse workforce specialising in
technology, analytics and business processes, that is:

e Largest pool of 1.5 million engineering graduates annually + around
1 million other graduates [STEM (Science, Technology, Engineering
and Mathematics) + Legal].

*  Government-sponsored skilling programmes like Skill India, Pradhan
Mantri Kaushal Vikas Yojana (PMKVY) and Future Skills Prime.

Technological Advancements: Adoption of automation, Al and cloud computing
to enhance operational capabilities. With a strong digital infrastructure, focus on
emerging technologies like Al, 5G, EVs, cloud and space tech, India is continuously
moving towards becoming a global technology powerhouse.

Figure 4 depicts the conceptual framework for GCC growth, showcasing the
interplay among key enabling factors that collectively contribute to the maturation
of GCCs in India. The framework positions talent and workforce availability,
technological advancement, policy and support, business and operating
environment, strategic collaboration and partnerships and infrastructure and
innovation ecosystem as the core determinants of GCC growth (Jha & Seth,
2025). Each factor contributes uniquely. Together, these factors are creating a
synergistic ecosystem that drives continuous evolution, resilience and strategic
importance of GCCs in India.
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Figure 4. Conceptual Framework for GCC Growth.
Note: GCC = Global Capability Centre.

Operational Models for Setting up GCCs

*  The most common operational models are
v' Do-it-yourself (‘DIY”) model.
v Build operate transfer (‘BOT”) model.
v Fusion/hybrid models.

*  Inthe DIY model, the parent company holds 100% ownership and runs its
business operation, whereas in the BOT model, the parent company hires
a third party and allows the third party to build and operate the business
for a certain period and then transfer to the parent company. On the other
hand, the hybrid model is a mix of both the DIY and the BOT models
(Yadav, 2025).

Role of GCCs in Shaping Global Business Landscape

The role of GCCs in shaping the global business landscape is multi-dimensional.

As per McKinsey’s operations report, GCCs are evolving to become multifaceted
and serve many purposes.
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v The talent hub for the enterprise, aiming to follow the “10/30/50 approach’.
Ten stands for 10% of the leaders for the enterprise come from the GCC,
30% of the overall employee base resides in the GCC, and 50% of the new
central to enterprise innovation and strategic success. Skilled talent pools
make them central to global business resilience.

v" GCCs serve as experimentation labs for emerging technologies such as
Al, cloud, blockchain and IoT solutions and so on and make scalable
digital solutions for global operations.

v" Some GCCs are evolving into centres of excellence (CoEs), focusing on
ER&D, data science and product design.

v" GCCs are increasingly integrating green practices and supporting environ-
mental, social, governance (ESG) goals and driving corporate sustainability
through supply chain monitoring, carbon footprint tracking and respon-
sible Al usage.

Thus, GCCs are evolving from ‘support arms’ into strategic centres of global
enterprises, shaping the business into innovation, digital transformation,
decision-making and redefining the future of business.

Impact of GCCs on Indian Economics

As per industry estimates, GCCs in India generate revenue of $40-$50 billion
annually and contribute 1.5%—-2% of India’s GDP directly through exports and are
expected to contribute roughly 3.5% of India’s GDP by 2030, generating an esti-
mated revenue of $121 billion. According to a report by NASSCOM, the IT-BPM
sector, which encompasses a substantial portion of GCCs, contributed approxi-
mately 8% to India’s GDP in the last fiscal year. On the other hand, through driving
ER&D, product design and digital transformation, GCCs improve India’s knowl-
edge economy and the inflow of foreign exchange (Reddy & Jain, 2024).

Around 1800 GCCs are operating in the country, employing over 1.9 million pro-
fessionals, who are the strongest pillars of India’s knowledge economy
(Jones Lang LaSalle, 2024; Times Group, 2024).

Now, GCCs are expanding from Tier 1 cities to Tier II cities such as Coimbatore,
Kochi and Jaipur. These are contributing towards regional economic growth.

v Incremental growth of GCCs shows that India has emerged as a hub for
GCCs. This growth will generate employment for 2.5-2.8 million people,
from the current employment of 1.9 million. Thus, India provides a
deep bench of highly skilled professionals (Cyrill & Anand, 2023).

v Today, Indian GCCs are not only supporting operational needs but also
driving strategic innovation by collaborating with startups, integrating
global supply chains and developing proprietary solutions for their
business operations.
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Recommendations and Suggestions for GCCs

As per literature, 99% of total established GCCs are established in metro cities
(Tier I cities) because of the availability of required factors such as well-
developed infrastructure, talent pool, industry-academia collaborations, support-
ive policy framework and so on, which are required for smooth and sustainable
business operations. But now it is time to think about the expansion of GCCs in
smaller cities, that is, Tier II cities. However, some Tier II cities such as
Coimbatore, Bhubaneswar, Indore, Nagpur, Mohali/Chandigarh and Jaipur have
more potential for growth of new GCCs. In order to get more expansion, the
following needs to be focused on.

*  Dedicated GCC policies at the Central and State levels to support and
promote GCC growth.

*  Focus on Tier II cities and develop them align with GCC requirements.

o Strengthen the talent ecosystem through industry-academia collab-
orations.

* Infrastructure development with a strong focus on digital connectivity.

*  Provision of Policy support wherever required.

e Availability of reliable and uninterrupted power supply.

Conclusion

The journey of GCCs in India reflects a clear paradigm shift, beginning with cost
arbitrage, progressing through process excellence, advancing toward innovation,
maturing into strategic decision-making roles and ultimately transforming into
Al-driven enterprises. Al-driven enterprises are a futuristic theme which will
transform the global business landscape by rapid and widespread integration of Al
across multiple domains. Alongside this transformation, GCCs continue to play a
pivotal role in India’s growth story by creating high-quality jobs, fostering entre-
prencurial mindsets and attracting substantial global investment into the Indian
economy. Literature reveals that GCCs are contributing around 1.5%—2% in
Indian GDP and generate substantial employment in the country. Further, increas-
ing the number of GCCs in India and their sustainability is due to technology
adoption in business operations across the Globe and policy incentives given by
the Indian Government jointly.

Below is the summary of a few GCC policies launched by different states.

Karnataka GCC Policy 2024-2029

Scope: Encompasses attraction and expansion of high-value GCCs specialising in
IT, AL fintech and emerging technologies through tailored state-level incentives,
positioning Karnataka as a premier GCC hub leveraging its Bengaluru
ecosystem.
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Targets: Aims to establish 500—1,000 new GCCs, generate 350,000 direct jobs
and contribute $50 billion to the state economy by 2029, with a focus on Tier I and
emerging Tier II cities.

Key incentives: Up to 100% reimbursement on rental costs for certified spaces;
skilling subsidies on 50% of training expenses; funding for innovation labs and
R&D facilities; expedited single-window clearances.

Value propositions: Access to India’s largest tech talent pool (Bengaluru hosts
40% of national GCCs); world-class digital infrastructure; proximity to global
MNC:s and startups for collaboration.

Limitations: Over-reliance on Bengaluru limits dispersal to rural areas; potential
infrastructure strain from rapid scaling; competition from national policies.

Impact: As India’s first dedicated GCC policy, it catalysed 20+ new GCC commit-
ments within six months, enhancing Karnataka’s 35% share of national GCC
revenue.

Uttar Pradesh GCC Policy 2024

Scope: Targets GCC setups in tech parks and SEZs across Noida, Lucknow and
Agra, emphasising electronics, IT and data analytics to diversify from traditional
manufacturing.

Targets: 1,000+ GCCs and 500,000 jobs over five years, with emphasis on
women-led and MSME-linked operations.

Key incentives: 100% stamp duty exemption for five years; payroll subsidies up
to %20,000/month per employee; land cost rebates in state IT cities.

Value propositions: Cost-effective land (30%—50% cheaper than metros);
young demographic with 50+ universities; improved air connectivity via Jewar
Airport.

Limitations: Nascent ecosystem compared to southern states; burcaucratic delays
in approvals; skill mismatches in non-metro areas.

Impact: Secured initial pledges from 10 GCCs, boosting UP’s Tier 11 appeal and
contributing to 15% YoY GCC space uptake in 2025.

Madhya Pradesh GCC Policy 2025

Scope: Statewide promotion of mid-sized GCCs in IT, Al, fintech and BFSI, with
hubs in Indore, Bhopal and Gwalior.

Targets: 50 GCCs creating 37,000 jobs by 2029, prioritising non-metro growth.

Key incentives: Capital expenditure subsidies up to 20%; payroll rebates for
five years; electricity duty exemptions.
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Value propositions: Lowest operational costs among top states; central logistics
advantage; government-backed skilling via Atal Bihari Institutes.

Limitations: Limited international brand visibility; underdeveloped high-speed
internet in interiors; smaller talent pool.

Impact: Attracted five early movers in 2025, positioning MP as a cost-arbitrage
leader for back-office GCCs.

Gujarat GCC Policy 2025-2030

Scope: Focuses on sustainable, green GCCs in GIFT City, Ahmedabad and Surat,
targeting semiconductors, fintech and engineering R&D.

Targets: 200 GCCs with emphasis on high-IP value addition; unspecified job
figures but aligned to $10B exports.

Key incentives: Green building certifications subsidised; tax rebates on ESG
compliance; SEZ extensions for GCCs.

Value propositions: GIFT City’s IFSC status for finance GCCs; port-led exports;
renewable energy availability.

Limitations: High initial setup costs in GIFT; talent poaching by Mumbai/Pune;
water scarcity risks.

Impact: Drove 15% growth in fintech GCCs; integrated with the national
semiconductor mission.

Maharashtra GCC Policy 2025

Scope: Builds on existing GCCs in the Mumbai-Pune corridor for data-intensive
operations like AI/ML and cybersecurity.

Targets: Double GCC footprint to 800+; add 200,000 jobs via tech park
expansions.

Key incentives: Reliable power tariffs; data centre colocation subsidies; fast-track
environmental clearances.

Value propositions: Mature infra (50% of India’s data centres); finance-IT
synergy; diverse talent from IITs/IIMs.

Limitations: Highest real estate costs; urban congestion; regulatory overlaps
with central policies.

Impact: Retained leadership with 25% national GCC share; facilitated $5B
expansions in 2025.

Telangana GCC Policy 2024-2025

Scope: Hyderabad-centric for ITES, pharma-tech and Al GCCs, leveraging T-Hub
and Genome Valley.
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Targets: 300 new GCCs; 150,000 jobs; $20B revenue by 2029.

Key incentives: 15% capital subsidies; SGST reimbursements; R&D grant
matching.

Value propositions: Pharma-IT convergence; startup ecosystem (3rd largest
globally); robust HYD airport.

Limitations: Peak power/water shortages; high employee attrition; flood-prone
outskirts.

Impact: Hosts 200+ GCCs (10% national); $4B investments in 2025 alone.
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