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Our research methodology is based on four pillars of strength to produce actionable and
insightful research for the industry

01 02 03 04

Robust definitions Primary sources Diverse set of Fact-based research

and frameworks of information market touchpoints Data-driven analysis

with expert
perspectives,
trend-analysis across

Line of Business (LoB) Annual contractual Ongoing interactions
and value chain-specific and operational RFIs, across key
coverage, SUPER service provider stakeholders, input from

experience framework, briefings and buyer a mix of perspectives

and Insurer of interviews, and and interests, supports

the Future framework web-based surveys both data analysis and
thought leadership

market adoption,
contracting, and service
providers

Annual RFI process and interaction with leading IT service providers
Year-round tracking of 25+ IT service providers
Large repository of existing insurance IT services-focused research
Dedicated team for insurance IT services research
Over 25 years of experience in advising clients on strategic IT, business services, engineering services, and sourcing
Executive-level relationships with buyers, service providers, technology providers, and industry associations
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This report is based on two key sources of proprietary information

. . . . . . . . Service providers assessed
e Proprietary database of IT services contracts of major IT service providers with workplace services in scope of work

(updated annually)
e The database tracks the following elements of each contract: i s CCLPQWN
— Buyer details including size and signing region blrlaSOft Q C()fo rge
— Contract details including service provider, contract type, TCV & ACV, service provider FTEs, start & end dates,
duration, and delivery locations | . v
— Scope details including share of individual buyer locations being served in each contract, Line of Business (LOB) Cognlzant .A‘ DXC.technology l o [ o= &=
served, and pricing model employed 1

Proprietary database of IT service providers (updated annually) LT I @J M indtree c) M thSiS
i iz N\

e The database tracks the following for each service provider: The Next Applied
— Revenue and number of FTEs
— Number of clients

Revenue split by region
Location and size of delivery centers

— FTE split by different LoBs — Technology solutions developed RaP!dMQ!qe TATA CONSULTANCY SERVICES
e Service provider briefings |
— Vision and strategy — Key strengths and improvement areas l -~
— Annual performance and future outlook — Emerging areas of investment Tﬁc ] E\I/%E%ON ,
- Mahindra TRIANZ  sivpureD Vi ftusa

e Buyer reference interviews, ongoing buyer surveys, and interactions
Drivers and challenges for adopting workplace services
-

Assessment of service provider performance e
Emerging priorities WIpro, 29nsal'
: N .

- TECHNOLOGIES
Lessons learnt and best practices

Note: We continuously monitor the market and update the above list to include emerging service providers
The source of all content is Everest Group unless otherwise specified
Confidentiality:  Everest Group takes its confidentiality pledge very seriously. Any information we collect that is contract-specific will only be presented back to the industry in an aggregated fashion
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Background of the research

Insurance industry is simultaneously facing a serious risk of disruption and stands on the precipice of critical transformation. A mix of challenges for insurers around evolving consumer
expectations, demand stress, decade-high combined ratios, competitive pressure, and an uncertain macro-economic outlook, triggered by the COVID-19 pandemic, has propelled insurers to
relook at their operating models. They have realized the need to implement business model innovation strategies to build future resiliency and agility.

Insurers are focusing on innovating their business models on four fronts to tackle the industry disruption and set themselves up for future success — offer risk protection services and solutions for
the new digital economy, shift value proposition from a product partner to a services partner with focus on enabling compelling consumer experiences, transforming risk and pricing models to cover
previously unforeseeable risks, and exploring new ways of reaching consumers through channel innovation programs. They are taking a bi-modal approach across business and IT transformation
to achieve these intended outcomes. Service providers can assist insurance carriers to stitch together their business-led transformation and IT-led modernization storylines to successfully
implement business model innovation and help them achieve business-oriented outcomes and improve the experience for consumers. To support insurers in this transformation journey, service
providers are moving beyond the digital enablement value proposition and are looking to develop strong innovation credentials, high levels of strategic thinking, and full-stack services offerings
combined with deep insurance domain expertise.

In this research, we present detailed profiles of 16 leading IT service providers featured on the Insurance Business Model Innovation Enablement Services PEAK Matrix®. Each service provider
profile provides a comprehensive picture of its service focus, key Intellectual Property (IP) / solutions, domain investments, and case studies. The assessment is based on Everest Group’s RFI
process, interactions with leading IT services providers, client reference checks, and an ongoing analysis of the insurance IT services market.

This report includes the profiles of the following 16 leading IT service providers featured on the Insurance Business Model Innovation Enablement Services PEAK Matrix®:

e Leaders: Capgemini, Coforge, Cognizant, HCL Technologies, LTI, and Wipro

e Major Contenders: DXC Technology, Mindtree, Mphasis, TCS, Tech Mahindra, Virtusa, and Zensar Technologies

e Aspirants: Birlasoft, RapidValue, and Trianz

Scope of this report: Py
Geography @ Service providers /. .\ Services
Global 16 leading IT service providers H » Insurance business model
- \_ _/ innovation enablement services

N
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Insurance business model innovation has four key components harnessed through the
insurance ecosystem that help carriers drive growth and differentiated experience

[
J— Coverage innovation ... . PP Services innovation -.........._.
' e Microinsurance ;" e Bundling of insurance \‘
e On-demand insurance e Simpler & tailored insurance products
e Cyber insurance e Accelerated underwriting |
e Insurance for emerging risks ' e Superior policy & claims management
Partnership with
o _ technology startups and
Partnership with third-party data sensor tech companies
exchanges and Insurtechs Ecosystem services Ecosystem services

— innovation innovation

J— Pricing innovation ____..._. .
e Usage-based pricing \
- e Behavior-based pricing

e Lifestyle-based pricing

- e Subscription-based pricing

Ubiquitous experience

Balancing human & digital touchpoints
Self-service

Digital engagement
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Scope for Insurance Business Model Innovation Enablement Services PEAK Matrix®
encompasses road-mapping to IT implementation

This assessment includes all IT services provided to insurance carriers for enabling business model innovation

Strategy and consulting services

e : af o
Sl | . | | 4G | o
=i | | 5 T i

Platform-based modernization/ Custom application APl management and Microservices-based Experience
Transformation ; development ; provisioning ; architecture design ; design

_ Data integration, management, and analytics services
Insurance business

model mnovatlpn Cloud enablement services (application migration, cloud application development, cloud deployment)
enablement services

Agile/DevOps

Emerging technologies to help carriers in business model innovation

—

== O -

Automation Atrtificial intelligence (Al) Blockchain In-memory computing

Important note: This assessment excludes all IT-run services across application, data, and infrastructure

services stack. In addition, business process outsourcing segments are also excluded from the assessment scope
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This study offers 16 service provider profiles providing a view of their top investments and
success stories; below are three charts to illustrate the depth of each profile

Service provider (page 1 of 3)
Top investments to enable the insurer’s journey of business model innovation

Top investments (partnerships, solutions, acquisitions, joint ventures, thought leadership, CoE/lab, del

NOT EXHAUSTIVE

Service provider (page 3 of 3)
Everest Group assessment — Leader

Market impact

Market adoption

<

Strengths

Portfolio mix Value delivered

Overall

P &

Scope of services
Vision and strategy offered

Measure of capability: @) High (%) Low

Vision & capability

Innovation and
investments

Delivery footprint

<@

Overall

& < &Y

Areas of improvement

Investment name Type of investment Details
Microservices for new Acquisition & Solutions  Acquisition of Room solutions, rebranded as Ad| i i
business models transforming existing processes and building bid Service prOVIder (page 2 of 3)
T Acquisition Acquisition of Mulesoft and Salesforce capaniiifll  Vision for enabling new business model innovation for insurance clients and success stories
Incessant, RuleTek & Acquisition & Partnership Acquisition of Pega capabilities to deliver digital
Pega partnership
Duck Creek partnership  Partnership & COE Built top tier capability for full suite Duck Creek i Vision for new model i fori clients
innovation for insurers Service provider aims to leverage its domain-led advisory services to stitch together its expertise in lead|
" . enable its insurance clients design new products, develop new ways to distribute products, reimagine cH
Limelight Health Partnership Transformation of the sales and underwriting pr¢
vis Solution Digital insurance worker to support and augmen
specialists, enabling delivery of services innovat
ai i i ild digi Case Product associated services innovation for Case Channel innovati
Digital Foundry/ Solution Suite of plug and play assets to build digital solu
Ingovation ! : L) by and pre-built Sk study 1 global insurer study 2 health insurer
Cognitive process &P i P ips with leading RPA platform providei Business challenge Business challenge
automation evaluate business processes, perform business Insurer wanted to launch new on-demand global travel insurance Insurer wanted to transform the cusf
Cloud practice CoE/Lab Setup Cloud Innovation Factory to enable insurz products on changing mer behavior and p inbound calls and limited digital chal
predefined cloud-ready/cloud-native frameworks Insurer warfted to create a platform to quickly roll out white labelled response to email support request I¢
multi-cloud stack using Coforge's AlOps platforr products with global travel partners Solution
Insurance certifications  Certifications 2,330 people certified in general insurance (INS Solution » Developed a modem digital conta
Fellowship, with strong domain capabilities to d¢ o Improved time to market by creating a highly customizable and as a foundation
configurable portal « Implemented human chat and dig
« Created a white labelled platform for direct-to-consumer sales « Implemented Al based email bot {
I o Implemented customer 360 view {
Impact
» A « New revenue stream from new product line sales through partners Impact
Everest Group®  Fro ®  10% of call traffic diverted to virtu|

,,,,, piiel © 2020 audlc 7  Fast turn around of feature requests

= Quick onboarding of new partners, reduce partner's operational time,

easy to customize look and feel / branding

<

verest Group®  pro
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» Over 60% containment of virtual g
o Average response time for emails
30 minutes

* Insurance advisory and domain consulting-driven approach coupled with strong technology

Coforge’s (AdvantageGo) and solutions (Al-ML-based
h, loT focus to shape client's strategic thinking and execute

business model innovation programs, have helped it gain and retain client mindshare

 Strong investments to drive and orchestrate ecosystem capabilities through partnerships with
InsurTechs (Limelight Health, Fennech, Evolv) and data providers (Pitney Bowes, Hazard Hub,

* While success stories around channel innovation primarily revolve around enabling self-service
capabilities, implementing robo-advisory solutions, and contact center operations transformations,
market perception around Coforge’s ability to shape clients’ vision and strategic thinking on
implementing new distribution channels is limited

« In certain accounts, clients have cited the need for Coforge to proactively message the breadth
and scale of its capabilities to better market its IT enablement services portfolio to implement new

models and improve wallet share

Refinitiv) and its acquisitions focus (RuleTek, Whishworks) position Coforge as a top in
[ i bids for model i

o It has demonstrated success proof points in enabling coverage, pricing, channels, and services
innovation for insurance carriers

« Clients appreciate Coforge’s ability to embed itself as part of the client’s culture, bring in the perfect
blend of domain and technology expertise and relati skills, and orchestrate
from its in live client

<

verest Group®

* Few clients have cited cl around
harness capabilities from its acquisitions

as Coforge has looked to

e Certain clients have flagged issues around governance and attrition with Coforge in their business
mode! innovation engagements




Research calendar
Insurance IT services

Il Published Planned M Current release
Guidewire Services PEAK Matrix® Assessment 2020 — Setting the Stage for Core on Cloud May 2020
Guidewire Services — Service Provider Compendium 2020 June 2020
L&A Insurance State of the Market — Platform-first Model to Simplify and Rationalize Systems for Rapid Cost Take-out June 2020
P&C Insurance State of the Market — Underwriting for the Next Normal July 2020
Insurance Business Model Innovation Enablement Services PEAK Matrix® Assessment 2020 November 2020
Application and Digital Services (ADS) in Life and Annuities (L&A) Insurance — PEAK Matrix® Assessment 2021 December 2020
Insurance Business Model Innovation Enablement Services — Service Provider Compendium 2021 December 2020
Application and Digital Services (ADS) in Life and Annuities (L&A) Insurance — Service Provider Compendium Q4 2020
Digital Experience Platforms (DXP) in Insurance April 2020
Guidebook for Insurers to Solve the IFRS 17 Reporting Puzzle April 2020
Making a Business Case for Modernizing Core Systems for the US Retirements Industry: Value Beyond Cost Savings From a Cloud-enabled Recordkeeping System May 2020
Life & Annuities (L&A) Insurance Core Platform Software Adoption Trends — Unlocking Efficiency and Growth for L&A Insurers Q4 2020
Cloud in Insurance — Guidebook Q1 2021

Note: For a list of all of our published Insurance IT services reports, please refer to our website page
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With you on the journey

Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

Y @EverestGroup Bangalore New York
india@everestgrp.com info@everestgrp.com

[ @Everest Group +91-80-61463500 +1-646-805-4000

¢) @Everest Group

© @Everest Group Delhi Toronto
india@everestgrp.com canada@everestgrp.com

Blog +91-124-496-1000 +1-416-388-6765

everestgrp.com/blog

Podcast

DigitalReall Ty

U K‘ppale Podcasts » ErErEEEE i

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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