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Everest Group’s definition of insurance includes the following
three segments

Focus of research

e Property e Life insurance — individual and group e Property & Casualty
e Casualty e Annuities and pensions — individual e Life & Pensions
e Specialty insurance and group
e Personal and commercial lines e Life insurance with accelerated
benefits (Life+)

e There are multiple operating-model alternatives, ranging from internal shared services / Global In-house Centers (GICs) to
third-party outsourcing. This report focuses primarily on third-party models

e This report covers the vertical-specific BPO within the L&P insurance space. It does not include coverage of horizontal
business processes such as F&A, HR, procurement, and contact center

e Health insurance BPO is not covered in this report
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Overview and abbreviated summary of key messages (page 1 of 2)

This report provides accurate, comprehensive, and fact-based snapshots of 11 major L&P insurance BPO service providers. Each five-page
service provider profile provides a comprehensive picture of that provider’s service suite, scale of operations, technology solutions, and delivery
locations; along with Everest Group’s assessment of the provider. The compendium also sheds light on the global L&P insurance BPO service
provider landscape covering 16 service providers — Accenture, Andesa Services, Atos, Capgemini, Capita, Cognizant, Concentrix, DXC
Technology, EXL, HCL, Infosys, NTT DATA, SE2, TCS, Tech Mahindra, and WNS.

Some of the findings in this report, among others, are:

L&P insurance BPO

service provider
landscape snapshot

Profiles of L&P
insurance BPO

Leaders, Major
Contenders, and
Aspirants

/Iaerest Group®

RESEARCH

Everest Group classifies the L&P insurance BPO service provider landscape into Leaders, Major Contenders, and
Aspirants on the Everest Group PEAK Matrix

Service providers are positioned on the PEAK Matrix based on evaluation across two key dimensions — Market
Success and Delivery Capability

Additionally, Everest Group confers the “Star Performers” title on the providers that demonstrate the strongest
forward movement over time on the PEAK Matrix

L&P insurance BPO service provider landscape snapshot includes:

Everest Group PEAK Matrix — 2019 L&P Insurance BPO market positions

Assessment of L&P insurance BPO service providers’ market success and delivery capabilities — Leaders
Assessment of L&P insurance BPO service providers’ market success and delivery capabilities — Major
Contenders

Assessment of L&P insurance BPO service providers’ market success and delivery capabilities — Aspirants

Each service provider profile captures the following L&P insurance BPO-specific details:
— Service suite and scale of operations: Includes key leaders, service suite, FTES, revenue, and recent
developments
— Delivery locations: Includes city-level detail of key delivery locations across the world
— Capabilities and clients: Includes major engagements, revenue split by geography, FTE split by process
coverage & location, and number of contracts by buyer size
— Technology solutions: Includes brief profiles of key technology solutions
— Everest Group assessment: Includes the position of the service provider on the Everest Group PEAK Matrix,
market share & delivery capability assessment, and overall remarks on the capabilities of the service provider

Copyright © 2019, Everest Global, Inc. 5
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The report has 11 service provider profiles providing a deep dive into
key aspects of L&P insurance market; below are the snapshots of
providers’ profile to illustrate the depth of the report

ABC | L&P insurance BPO services profile (page 10of5)
Overview

Company overview
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e missines wen apenized pacasses enc 0. ABG | L&P insurance BPO services profile (page 2 of 5)
soltions. It has an extenshe partnership network 1 2 :

cenehiltas inme arsas of APA. cogaiue micmat  IKEY dellvery locations

Ir.-«e'ages a ghbal delvery model far sendc g clies

d&h-lely network Spanning acrass 5+ countries.

Key leadiers |
. ):YZ President, Business Pracess Operalions . . .

+ XYZ, Vics Prasicart, L&P msurance BPO ABC | L&P insurance BPO services profile (page 30f5)

Headquarters: Liled Sisles Capabilities and key clients

Webs| - iww pbic com/

Suite of services
» Palicy adminstration

* Naw businass undarwrtng

Chent fame H = -
» Claims management Jacksorviks @ ABC | L&P insurance BPO services profile (page 40f 5
e ¥ A
o Clstamer services Senin .
« Automation 2 Lot insurer n he Unted States Technology solutions/tools
» Analylics Senices A leading pension provider in the Linked Kingdomn
» Clased bliocks culsourzing [—
2 Cpon otk soniong A P 00 st e
reurer G
‘Workflow solution Froduct cevelopment and H = =
[ Dusiness atquaiion ABC | L&P insurance BPO services profile (page 50f 5)
L&P insurance B FTE mix by [ L B —————— Everest Group assessment — XXX
processes covered geagraphy Servcing & reporig
A~ Esin rumbers Rieverue in LSS m - :
Everest Group* 100% = Not disclosed JLL . "
Product development Measure of o i . - .
& business acquistion :_";;C'r sericing Hoth oasure of capabiliy: @) Hon Lo
ocring )
- o Digitization sokion e busingss Vision & capability
Bicliohl e Maral Parfala | scopeat [ innoustion ana
acauistion adogtion mite Overall SEMICES offere imvestments. q
Reporting soktion L ) -’ .'\) .a I/’ a a I’
ot s o ekenent 20 Strengths Areas of improvemsnt
Mew buzinecs ussingss Brquisition trengtl

managemert Cumsun::::m * ABC has substantal markel share, lange clienl base and Nas Deen ® ABC should tarpet &l & more Dalanced Osinbubon of revenue across me
regetering good grawth in the LAP insurance BPO segment inrecent differant buyer Ségl“b'\ls A presant, & lacks trection amang mid-s@ed
1 Buyer sizeis defncd a3 ke (=LSS10 b tmes. It 1eas gaimed & stang Toothald i the Narh American LAP Bisyess
Hate.  Based an coniractudl and aperational infor 1sm.a|'zma.:el and 1sslbe&1 quil successiul n growing business baih |y o vacariities sround technakigy-led aMarings sre very oo,
Everest Group® arganically and inorgenicaly mMere & sulicient scope af mproving capabiity b celver platfarm
SEARgE ® 115 BPO dedivery capabilles are amongst e Dest-n-ciess n L&P SOMNNS and NoliStic Sules, Mus, Mproving the eMciency of BPO
msurance. It nat \Jl'ly has & Sirang sule af |E€|'|ubgy’ ook and \]HIblély and maks N[y an even Sllb'\gel valie proposition
:ﬁ‘;fjl'l?fe':ﬁb?fg;:":z“a:’ztlI‘;‘:';:_’::f";'rl_‘;“ cepatiliies in » Thaugh buyers are salisfied Wil their engegements wilh ARC,
referenced buyers cited stakeholder I“é'\&gﬂ“&'\l and prosctivenass as
» It continues to make focused investments i aulomation (BPSDA), areas Mat could be improved furthes

analylics, and technalogy via al thiee routes — acquisBions, pamnerships,
and in-hause developments. ABC rates relstively high on Me buyer
salisfaction indes and meats buyers’ expectations

ot . Copyright ® 2019, Evarest Global, by
Euerest Group EGR-2019-26-GA- 1458

Everest roup® Copyright © 2019, Everest Global, Inc.
RESEARGCH G p EGR-2019-28-CA-3458 6



R,
Research calendar - Insurance - Business Process Outsourcing (BPO)

Il rublished Planned | ! Current release
Property and Casualty (P&C) Insurance BPO — Service Provider Landscape with Services PEAK Matrix™ Assessment 2019 March 2019
Life and Pensions (L&P) Insurance BPO Annual Report 2019 . May 2019
Property and Casualty (P&C) Insurance BPO: Annual Deal Trends Report 2019 . June 2019
Property and Casualty (P&C) Insurance BPO Service Provider Profile Compendium 2019 . June 2019
Property & Casualty (P&C) Insurance BPO Annual Report 2019: Combating New-age Risks — How Digital Helps ... . June 2019
Non-life Insurance Third Party Administrator (TPA) Landscape with Services PEAK Matrix™ Assessment2019 .. July 2019
Life and Pensions (L&P) Insurance BPO Service Provider Landscape with PEAK Matrix™ Assessment2019 September 2019
Life and Pensions (L&P) Insurance BPO: Annual Deal Trends Report 2020 . November 2019

E:Life and Pensions (L&P) Insurance BPO — Service Provider Compendium 2019 December 2019:5

Life and Pensions (L&P) Insurance BPO Annual Report 2010 Q4 2019
Analytics in Insurance - Third-Party Service Provider Landscape with PEAK Matrix™ Assessment 2019 - oo Q2 2020
Thematic Insurance BPO reports

Blockchain in P&C Insurance Claims Processing — What Insurers Need to Know to Get Started on the Journey ... September 2019
Building Insurance BPS Workforce of the Future October 2019
InsurTech — Trailblazers & the Market Implications____ December 2019
Insurance Third Party Administrator (TPA) State of the Market Report . Q1 2020
Note:  For a list of all Insurance BPO reports published by us, please refer to our website page
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Additional Insurance BPO research references

The following documents are recommended for additional insight on the topic covered in this report. The recommended documents either
provide additional details on the topic or complementary content that may be of interest

1. Life and Pensions (L&P) Insurance BPO — Annual Deal Trends Report 2020 (EGR-2019-28-CA-3404); 2019. This report examines the global
third-party, industry-specific L&P insurance BPO sector. It provides detailed analysis of L&P insurance BPO market size and growth, solution
characteristics, emerging trends, and service provider landscape. It will enable key stakeholders — L&P insurers, service providers, TPAs, and
technology providers — to understand the changing dynamics of the L&P insurance BPO market and identify upcoming trends

2. Life and Pensions (L&P) Insurance BPO — Service Provider Landscape with PEAK Matrix™ Assessment 2019 (EGR-2019-28-R-3347); 2019.
This report examines the global L&P insurance BPO market and its service provider landscape. It provides detailed analysis of the vision & delivery
capabilities and market success of service providers and their relative position on the Everest Group PEAK Matrix. It will assist key stakeholders
(insurance providers, service providers, and technology providers) understand the current state of the L&P insurance BPO service provider landscape

3. The Future of Life Insurance & Annuities Operations (EGR-2018-28-V-2785); 2018. This viewpoint provides detailed understanding of challenges
that L&A insurers are facing, envisages the future of the L&A insurance operations at process and subprocess level, identifies the gaps between current
and future states, challenges in addressing the gaps, and role of BPaaS in addressing challenges and becoming future-ready. It also helps insurers in
understanding the specific attributes of BPaaS that can help in addressing the challenges they might be facing or state of operations they might desire

4. Insurance Third Party Administrator (TPA) — Service Provider Landscape with Services PEAK Matrix™ Assessment 2018
(EGR-2018-28-R-2692); 2018. This report examines the global insurance TPA market and its service provider landscape. It provides detailed analysis
of the capabilities and market impact of TPAs and their relative position on the Everest Group PEAK Matrix. It will assist key stakeholders (insurers,
TPAs, and technology providers) understand the current state of the insurance TPA landscape

For more information on this and other research published by Everest Group, please contact us:

Skand Bhargava, Practice Director: skand.bhargava@everestgrp.com
Somya Bhadola, Senior Analyst: somya.bhadola@everestgrp.com
Akanksha Sohil, Senior Analyst: akanksha.sohil@everestgrp.com
IS Team: BPSResearch@everestgrp.com

Website: www.everestgrp.com/ | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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About Everest Group

Eve re St G ro u p® Ever_est Group is a (_:onsulting and research firm focusgd on strat_egic IT, bus_iness
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational
and financial performance through a hands-on process that supports them in making well-
informed decisions that deliver high-impact results and achieve sustained value. Our
insight and guidance empower clients to improve organizational efficiency, effectiveness,
agility, and responsiveness. What sets Everest Group apart is the integration of deep
sourcing knowledge, problem-solving skills and original research. Details and in-depth
content are available at www.everestgrp.com.
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