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1 Introduction and the HFS 
view of the retail and 
CPG services market
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HFS Horizons for retail and CPG service providers
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HORIZON 3: Driving new sources of 
value and growth

HORIZON 2: End-to-end value chain 
alignment leading to high-grade 

experience

HORIZON 1: Driving digital 
modernization

V
A

L
U

E
 A

S
P

IR
A

T
IO

N

IN
N

O
V

A
T

IO
N

 S
C

O
P

E



This study’s core focus



Retail and CPG services value chain
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The retail and CPG operations value chain defined (page 
1 of 2)
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The retail and CPG operations value chain defined (page 
2 of 2)



2 Executive 
summary and 
market dynamics



Executive summary (page 1 of 2)
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Executive summary (page 2 of 2)
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RCPG in deliberation mode—combat rising input costs, 
changing customer expectations, unlocking new value 
streams



A quarter of retail and CPG firms expect their provider 
partners to unlock new sources of value in the next 
two years 



While most contracts pivot around application 
development and support activities, consulting services 
needs are continuously increasing 



Although clients and providers expressed their 
willingness to move to business-linked models, the on-
ground approach remains conservative



Embedding sustainability into engagements remains the 
top challenge for service providers



Enterprises are investing the most in digital 
transformation and unified commerce initiatives



Besides digital transformation, retailers focus on unified 
commerce, and CPG firms aim for business process 
optimization



Flexibility and reliability were identified as the most 
significant strengths for providers; proactiveness was 
the top improvement area voted by clients



87% of clients rated GenAI among their top three 
investment areas for the next two years
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Most service providers resort to enterprise platform 
partnerships to address their retail and CPG clients’ 
needs



Accenture and Deloitte surfaced as the most-preferred 
provider-partners for technology vendors and cloud 
providers in the RCPG industry



Most partners believe that providers are delivering 
value across Horizons; however, Horizon 3 has the most 
room for growth



Most partners feel that providers have a fair 
understanding of their technologies; providers scored 
well across dimensions



3 Research methodology



Service providers covered in this study



Sources of data



Horizons assessment methodology | Retail and CPG 
services 
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4 Horizons results: 
Retail and CPG Service 
Providers, 2023



There’s significant overlap among client accounts 
pointing toward a multi-provider environment 
preferred by retail and CPG clients



HFS Horizons—Summary of retail and CPG service 
providers assessed in this report



HFS Horizons—Retail and CPG Service Providers, 2023
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Horizon 3—Market Leaders

Horizon 2—Enterprise Innovators

Horizon 1—Disruptors
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5 TCS profile: 
Retail and CPG Service 
Providers, 2023



TCS: A global leader in large-scale transformation 
projects with solid delivery capability and industry-
focused IP portfolio
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HORIZON 3 –
Market Leader

HORIZON 2 –
Enterprise Innovator

HORIZON 1 –
Disruptor



6 HFS Research authors
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