DERECHOS DE AUTOR, MATERIALES Y CONTENIDOS

Toda informaciéon auditiva, visual y escrita que se expone y es
difundida a través de la transmision de la Universidad Estatal a
Distancia, es responsabilidad Unica y exclusiva de sus autores.

La aceptacion de de estas POLITICAS libera a la UNED de cualquier
responsabilidad por concepto de Derechos de Autor y asume que
la persona solicitante del servicio de transmision dispone de la
documentacion y permisos que le autorizan exhibir y difundir el
material y contenido.
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Plan de Contingencia

COVID-19

Oferta Académica UNED

Recuerde por favor mantener las medidas de higiene.
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SECTOR SERVICIOS &
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Expone: Roy Mena

Presidente CamSCAT
Cdamara de Servicios Corporativos de Alta Tecnologia
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§ Evolucion de Se[vicios de De esquemas

2 procesos mas valor regionals a
(enc!—’ro—end & (moyor experiencia GBS
Multifuncidn) E:? cliente) E:?

5 Excelencia Nuevas Desarrollo y

s Operacional y tecnologias actualizacion

¢ agilidad digitales de habilidades

= =




el
CARYSCAT Oportunidad de
evolucionar hacia
Detailed section | Mexico and Argentina continue to lead the IT/BPS service pProcesos de mMayor
delivery within the LAC region sofisticacion... a partir

de la experiencia

Distribution of global services market by leading delivery locations - LAC
2018; Number of FTEs (000s) prObGdG.

100% = 650-750 160-170 150-160 80-90 65-75 55-65 25-35 25-35

México:
1.5K x TMM

Argentina:
3K x TMM

Mexico  Argenting Costa Rica/ Braal Guatemala Jamaica Peru Chile  Uruguay
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» Mexico and Argenting have been the largest service delivery destinations in the LAC region for supporting North America

. Fmammwmmmmmmm
~ Mexico confinues 1o be the destination of choice for defivery of emerging iechnologies such as big data, [oT, and artificial inteligence
Centers estab&shed in Costa Rica for 2018 were increasingly focused on finance and accounting {(general accounting and payroll processing)

Costa Rica:
13K x TMM

- Tier-2 cities in Calombia witnessed ncreased leverage for agile transformation and automation solutions work 10 support North American
~ In Jamaica, the growth has largely been diven by defivery of custiomer suppor operations
- Argentina remains an attractive focation 10 support traational and digital IT services delivery for regional and North American markets

—
o)
Q
wn
o)
—
o
o)
O
o)
Ro!
o)
o)
O
-
NS
0
o)
o)
(0’4

Fuente: Everest Group
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DEBILIDADES ESTRUCTURALES Y SOCIALES

OPORTUNIDADES

Actualizacion del modelo educativo actual: académico y técnico.
Mayor digitalizacion de servicios y acceso a internet.

Promocion de inversion fuera del GAM.

Mayor formacion en idiomas, prioritariamente inglés.

Evolucion de regulaciones ante la economia del conocimiento.

Mejora de la infraestructura vial (competitividad).



EVOLUCION

el o el

ANTE COVlD_‘l 9 o " “proximo” “mas alla”

"NUEVO NORMAL"

Redefinicion del modelo tradicional de “locacion geogrdfica” para Servicios.
Evolucionamos de un lugar... a un ecosistema de trabagjo.

Incremento de trabagjo virtual | Disponibilidad de talento “bordeless”

Mayor enfoque en resiliencia y experiencia del servicio.

Procesos tfransaccionales mas digitales y automatizados.

Oportunidad: Atraccion de servicios de mayor calidad.

Cambio del portafolio de beneficios para empleados | Nuevas prioridades.
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Conventional wisdom
and orthodoxies

The new wisdom and
future opportunities

Potential benefits

Explorando
el

“proximo”

Physical proximity is required

to run effective processes

Work performance, for many
processes, is not
location-dependent

Flexibility for employees and contractors
Expanded talent sources

Ability to flex workforce to

address disruptions

Shared services and
outsourcing are mainly for
back-office operations

Complex processes can be
delivered through shared services
and outsourcing

-

-

Effective delivery models

Increased diversification across service
delivery models and locations to reduce
resiliency risk

Current business continuity
plans (BCP) are sufficient

Addressing risks requires more
than BCP—need to develop
continuous resiliency

.

Greater flexibility and readiness to
address new and evolving resiliency risks

Legacy systems are good
enough, and some manual
processes are acceptable

Full automation and moving to
agile technologies can be done
with the right triggers and support

)

-

Can make processes much more agile,
transparent, and cost-effective

® 0 0 6 0

Physical sites (brick-and
-mortar) are required
to maintain security

Policy, process, and technology
can provide adequate security for
remote work

.

Can reduce requirements for
physical space and address overall
security to enable virtual working

Imaginando
el

“mads allg”

Fuente: Deloitte
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Pre.COVID-19 /
current view
Mainly viewed as a cost/efficency

improvement lever; need-based
approach

Largely geared toward leading in 2
steady state but willing to cope with
uncertainty on a reactive basis

Heavily reliant on interpersonal
interaction, (e.g., interviewing,
learning, onboarding)

Fredominantly office-based
interactions; remote working
viewed as a flexibility option

Post COVID-19 / the

new refined normal ©

A
Adopted at an accelerated Yelodty
{e.g., platforms] to unlock the next
wave of cost savings and drive
resiliency

Comfort with viewing uncertainty as the
new normal and adapting leadership
behavior

High leverage of technology, especially
m talent acquesition (video-based
interviewing, NLP-2ssisted resume
wreening) and L&D

{e-earning platforms)

Tech-enabied operating models;
virtusl/fiexible work is an integral design
element not only for delivery, but across
the organization (e.g. HR)

intagrated model with most

PreLOVID-19/
current view

Woridforce distributed across locations;
predominantly segmented view
(functional or geographical)

X0 priority; however, more
talk than action

Largely geared toward adverse
scenarios, assuming one or two sites
might be disrupted

Explorando Imaginando

el el
“proximo”

“mdads allg”

Post COVID-19 / the

new refined normal “J

Integrated model with maost

processes operating out of muitiple
@ ° locations 2nd locations housing
:“ muitiple processes and functions, all
deployed to create options to shift

portfolio design work

- -
o (O o Trulyembedded in the
. ethos/DNA of the organization

e
= ® Rewised BCP assuming multi-site exgencies;
[ evaluate cost of BCP/risk trade-offs
BCcP

Fuente: Everest Group
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POLITICA PUBLICA PARA APROVECHAR LAS
OPORTUNIDADES DEL SECTOR SERVICIOS CORP.

Educacion Regulaciones Simplificacion
i Infraestructur . >
hacia la deOrrewf)vLiJIi%gc? Relanzamiento laborales segun de procesos de
empleabilidad v de del Modelo de las condiciones instalaciéon y
. iali e Zona Fran la er I reinversion
Especializaday eVl ona Franca dela era de einversion de
en ciclos cortos- conocimiento empresas

Mejorar el clima de inversion del pais
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