
Redefining Success for 
GCCs: Moving Beyond 
Operational Metrics

As Global Capability Centers (GCCs) continue to evolve into strategic hubs, the way their success is 
measured is also transforming. Leading organizations are moving away from traditional, 
efficiency-driven metrics and adopting dynamic, business-outcome-driven KPIs. 
The focus is now on a balanced mix of lead and lag indicators, capability maturity, integrated KPIs 
with HQ, and sector-specific metrics that reflect the GCC’s direct impact on enterprise growth and 
innovation. Modern GCC success is increasingly defined by people, value, resilience, and capability 
maturity. These dimensions capture not only operational efficiency but also the GCC’s long-term 
strategic contributions. 

Blending Lead and Lag Indicators: Measuring Present and 
Future Impact

1.

GCCs are increasingly measured by a combination of lead indicators, which capture their 
forward-looking contributions, and lag indicators, which reflect historical performance.

By blending these two categories, organizations can assess not only what the GCC has delivered 
but also its potential to drive future value.

Lead indicators include time-to-market acceleration for new products, speed of 
technology deployment (e.g., cloud migration timelines), and the strength of the GCC-driven 
innovation pipeline, such as the number of proof-of-concepts converted into solutions. 
Talent acquisition and retention metrics, especially in niche tech areas, are also critical in 
measuring the GCC’s ability to secure and grow specialized capabilities.

Lag indicators on the other hand, focus on outcomes such as operational cost reduction, 
efficiency gains through process standardization, and quality scores. SLA compliance and 
customer satisfaction ratings further reflect the GCC’s service excellence and consistency 
over time.



Capability Maturity as a Core Indicator2.

Capability maturity is emerging as a key measure of GCC success, gradually replacing headcount 
as the primary metric. Mature GCCs are recognized for their ability to own and deliver complex, 
high-impact outcomes with minimal dependency on headquarters.

Ownership of global mandates: GCCs driving core functions such as product 
development, digital transformation, or cybersecurity are viewed as strategic hubs rather 
than mere support units.

Complex problem-solving capabilities: GCCs are increasingly measured by their ability to 
solve sophisticated business challenges and deliver large-scale projects independently.

Process excellence and autonomy: Demonstrating efficiency and independence in 
executing global mandates with end-to-end ownership has become a key success metric.

Digital maturity scores: GCCs are evaluated on their advancement in adopting and 
leveraging emerging technologies, indicating their ability to stay at the forefront of digital 
transformation.

People, Value, and Resilience: The New Drivers of GCC Success3.

Modern GCC success is increasingly measured across three core dimensions:

People: Traditional employee metrics like attrition and satisfaction are now table stakes. 
The focus has shifted to measuring skill or competency osmosis—the rate at which 
employees gain new capabilities through diverse project exposure. This metric captures 
tangible employee growth, reflecting their increasing long-term value to the enterprise. 
Also, evaluating how seamlessly the GCC’s values, practices, and decision-making align 
with the parent organization, ensuring consistency in organizational culture.

Value: GCCs are expected to demonstrate clear business impact. Many organizations now 
adopt Zero-based Budgeting to justify their GCC’s existence annually, driving alignment 
with the company’s strategic objectives. This also powers a vitality index, measuring 
whether the GCC continues to add new value and take on greater accountability layers 
each year.

Resilience: Beyond operations, resilience is about structuring for adaptability, fostering the 
right culture, and building a strong accountability layer. This ensures that the GCC is 
future-ready and aligned with the enterprise's long-term goals, making it a vital part of the 
organization’s strategic fabric.
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 Integrated KPIs with HQ: Moving from “Us vs. Them” to Shared 4.

The traditional “us vs. them” mindset—where GCCs operated in silos and were measured 
separately from headquarters—is rapidly becoming obsolete. Leading organizations are 
introducing integrated KPIs that promote shared accountability for business outcomes.

For example, in product engineering, GCCs now share time-to-market and release velocity KPIs 
with HQ, ensuring both entities are equally responsible for business impact. This shift strengthens 
the GCC’s position as a seamless extension of the enterprise rather than a support function.

In addition to integrated KPIs, GCCs are adopting static KPIs with dynamic criteria to stay aligned 
with evolving enterprise goals. The core metrics remain consistent, but the evaluation criteria shift 
annually based on business priorities. For example, the focus may alternate between margin 
preservation vs. revenue preservation or top-line vs. bottom-line objectives, depending on 
whether the enterprise is driving growth or optimizing profitability. This dual-layered KPI 
framework ensures GCCs remain strategically relevant while fostering deeper collaboration 
with HQ.

In summary, the new GCC scorecard goes far beyond traditional operational metrics. It reflects 

the evolution of GCCs into strategic powerhouses, measured by their business impact, capability 
maturity, and shared accountability with the enterprise.

By blending lead and lag indicators, adopting flexible performance criteria, and driving alignment 
with enterprise goals, organizations can accurately assess and maximize the strategic value their 
GCCs deliver. The inclusion of people-centric and cultural metrics further ensures that GCCs 
remain dynamic, innovative, and resilient contributors to the enterprise’s long-term success.
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