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Designing
Capacity Centers

For Innovation,
Not Just

Execution

Abstract

This white paper explores how Capacity
Centers must evolve in a disrupted
business landscape. Once focused on
cost efficiency, global centers now face
demands for adaptability, innovation,
and strategic value. To stay competitive,
organizations must reframe these hubs
as engines of learning and growth, not
just transactional units. By embedding
automation, fostering talent, and
building ecosystem partnerships,
Capacity Centers can become agile
platforms that drive transformation.
This guide provides practical strategies
and case examples to help leaders
reposition centers as true strategic
enablers of enterprise success.
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Introduction - Why Capacity
Centers Need to Evolve

Global Capacity Centers have moved beyond back-office efficiency to advanced roles in analytics and

digital enablement. Today, organizations expect measurable business impact like revenue growth, agility,
and innovation. Embedding creativity and automation within GCCs ensures transformation is enterprise-
wide, not centralized.

The Rise of Global
Capacity Centers

Global Capacity Centers (GCCs)

emerged in the late 20th
century as cost-saving hubs
managing IT upkeep, payroll,

customer service, and finance.

Leveraging labor arbitrage in
India, the Philippines, and
Eastern Europe, companies
achieved efficiency and scale.
Over time, GCCs attracted
heavy investment and evolved
beyond IT and BPO into
advanced knowledge services,
analytics, and digital

enablement, becoming vital to

enterprise growth.

Strategic Shifts in
Business Expectations

Expectations from GCCs are
rising. Beyond cost
efficiency, organizations
now demand revenue
impact, digital adoption,
and cross-functional
synergy. Success is
measured by agility, talent
growth, and strategic
influence, with centers
shaping decisions and
driving long-term growth.
India stands out as a global
hub for innovation under
this mandate.

Why Innovation Can’t
Be Centralized Alone

Innovation cannot rest
solely at headquarters.
Breakthroughs emerge
when knowledge,
automation, and creativity
are distributed across all
centers. Embedding
innovation within GCCs
enables scalable
transformation, faster
problem-solving, and
localized experimentation.
This ensures innovation
becomes an organization-
wide responsibility, not
limited to a select few.
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The
Limitations
of Traditional

Execution -
Only Models

The Transaction Trap: Repetitive Work, Minimal Value

Traditional capacity centers often prioritize transactional, repetitive tasks, data entry, routine
processing, and standardized back-office operations. While this approach achieves efficiency at scale, it
traps talent in execution-only roles, limiting their contribution to true business value creation. These
centers focus on following established processes with little room for flexibility or creativity. As a result,
they frequently encounter diminishing returns, missed opportunities for improvement, and low
employee engagement. This so-called transaction trap can stifle both motivation and the organization's
ability to adapt to shifting business needs.

Siloed Structures and Disconnected |> Innovation Blind Spots in Legacy
Talent Centers

Most legacy models reinforce functional silos, =  Efficiency and standardization are
where teams work in isolation with narrow prioritized over experimentation and
mandates. This separation blocks collaboration creativity.

and knowledge-sharing between departments
and geographies. Talent is often positioned
based solely on cost or capacity, rather than

=  KPIs centered on cost savings and process
adherence limit innovation incentives.

skill optimization or innovation potential. *  Automation, analytics, and digital tools
These disconnected structures choke cross- remain underused or ignored.
functiopa.I Prgblem-solving, mak.ing it harc! to *  Organizations become reactive rather
launch initiatives that span multiple domains or than proactive in addressing business
respond quickly to new commercial challenges, needs.

ultimately reducing organizational agility and

increasing internal friction. =  Risk of missing market disruptions and

evolving customer expectations increases.
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What an Innovation-Enabled
Capacity Center Looks Like

|> From Task-Doers to Value Creators

Traditional capacity centers focus on transactional execution, completing predefined tasks efficiently. In
contrast, innovation-enabled centers operate as:

= Knowledge Hubs: Teams collaborate, prototype, and experiment in innovation-friendly
environments.
= |P Generators: They develop products and processes that become strategic assets.
= Change Agents: Employees drive transformation instead of merely executing tasks. .

|> Alignment with Core Business Outcomes
A hallmark of high-impact innovation centers is their explicit alignment with enterprise strategy:

= |ntegrated with Enterprise Goals: Objectives align directly with business strategy to fuel growth and
transformation.

= Qutcome-Oriented Metrics: Success is tracked by the impact of new revenue, innovation, and
customer experience.

= (Clear Governance: Transparent structures ensure focus, accountability, and strategic alignment with
headquarters.

|> Characteristics of Future-Ready Centers

Innovation-enabled capacity centers are often called Global Capability Centers (GCCs), stand apart
through several defining features:

Innovation- Specialized Focus on Agile and
Enabled Global Talent Learning and Resilient by
Infrastructure They draw on Wellbeing Design
Future-ready Global diverse talentin Centers provide Flexible workflows
Capability Centers digital engineering, spaces for skill and continuity
(GCCs) use IT, digital data science, and development and systems enable
platforms, and design to deliver employee well- rapid response to
collaborative spaces cross-functional being, fostering disruptions and
that drive innovation. solutions. creativity. ensure resilience.
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How to Design and Build for
Innovation

Driving innovation requires a holistic approach including reshaping roles and culture,
enabling technology and infrastructure, and aligning governance with leadership to
turn ideas into scalable impact.

Redesigning
Roles and
Processes

Shift roles from
transactional execution to
transformational work
with idea-sharing and
innovation.

Build diverse cross-
functional teams for
collaborative, cross-
location problem-solving
aligned with objectives.

Apply flexible, iterative
methods like the Double
Diamond for continuous
prototyping and solution
development.

Foster a learning culture
with peer learning,
feedback, and coaching to
sustain innovation
organization-wide.

Technology,
Tools, and
Infrastructure

Create adaptable
workspaces designed for
collaboration, focused
work, and informal
interactions.

Deploy integrated digital
tools and cloud platforms
for real-time
collaboration, knowledge
sharing, and automation.

Establish dedicated
prototyping labs and
testing spaces for rapid
experimentation and
iteration.

Build scalable
infrastructure that evolves
with business needs and
supports global innovation
growth.

Governance,
Metrics, and
Leadership

Establish cross-functional
governance structures to
align innovation with
organizational strategy.

Track outcomes through
impact-oriented metrics
such as time-to-
implementation, business
value, and knowledge
gained.

Encourage leaders to
model innovation by
rewarding risk-taking and
creating safe spaces for
experimentation.

Motivate through
incentives, recognition,
and feedback loops that
refine innovation
processes over time.

A structured yet flexible innovation framework ensures sustainable growth, continuous
learning, and alignment with strategic goals.
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Success Stories & Overcoming
Challenges

Examples of innovation-led capacity centers

Company  GCC Location

Guadalajara,

IBM Mexico
Accenture 530 Paylo,
Brazil
Microsoft Nairobi,
Kenya
Google Krakow,
& Poland
Dell Chengdu,
Technologies China
Microsoft Hydera.bad,
India

GCC Focus & Success Story?

The Guadalajara GCC leads FinTech and cloud innovation for the Americas,
leveraging proximity to the US and a skilled tech workforce. Overcame regulatory
and integration hurdles by forming strong public-private academic partnerships.

Accenture’s Brazil GCC is at the forefront of analytics, digital services, and Al for
LATAM clients, driving cloud and DevOps innovation, overcoming language/talent
gaps through targeted local upskilling.

The African Development Center delivers digital infrastructure, banking, and
accessibility solutions for pan-African markets, overcoming infrastructural
challenges and scaling impact via partnerships.

Google’s Poland GCC specializes in cybersecurity and cloud, supporting EU and
global business. They overcame skills shortages by developing multilingual, EU-
compliance-oriented teams.

Dell’s Chengdu GCC is a digital innovation hub piloting smart manufacturing and
loT, overcoming supply chain and IP protection issues via local partnerships and
R&D.

The Microsoft India Development Center is a global cornerstone for Al, Windows,
and Azure innovation, overcoming the challenge of scaling R&D to global impact
by empowering local teams.
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Conclusion

Today’s business landscape is shaped by rapid tech change, talent
shifts, and rising demands for value. Innovation is now essential for
survival and growth. Organizations that confine capacity centers to
transactional work risk lagging behind as competitors embed
knowledge, automation, and future-focused capabilities.

Global Capability Centers (GCCs) have moved

beyond back-office roles to become hubs of innovation. They
leverage talent, drive digital transformation, and build resilience,
generating IP and solutions that advance strategic goals. Acting as
“innovation lighthouses,” they pilot and scale new technologies
while reducing enterprise risk.

= Capacity must evolve into capability.
* |nnovation spans centers, not departments.

* Transformation demands enterprise-wide agility.
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About DNA Growth

DNA Growth is an emerging business planning, financial analysis, and accounting solutions firm dedicated
to serving the global market with deep domain expertise and strategic insights. Its 120+ team members are
from diverse professional and educational backgrounds (Deloitte, PwC, EY, Thomson Reuters, S&P Global,
PNB, etc.) focused on powering client growth via innovative solutions. It is proud to be part of Stanford
Seed 2023 cohort.

Contact us

DNA Growth | www.dnagrowth.com

m www.linkedin.com/company/dnagrowth/

9 USA | Canada | Dubai | India
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