
Copyright © 2022 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form – electronic, written, or 
verbal – is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them. EGR-2022-27-CA-5113

Banking and 
Financial Services 
Business Process

Market
Report

Mortgage Operations – Service Provider Compendium 2022
April 2022: Complimentary Abstract / Table of Contents



2Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-27-CA-5113

Our research offerings

If you want to learn whether your 
organization has a membership 
agreement or request information on 
pricing and membership options, please 
contact us at info@everestgrp.com

Benchmarking

Peer analysis

Market intelligence

Contract assessment

Locations: costs, skills, 
sustainability, portfolios

Learn more about our 

custom research capabilities

Tracking: providers, locations, 
risk, technologies

This report is included in the following research program(s): 
Banking and Financial Services Business Process, Mortgage Operations
► Application Services ► Finance and Accounting ► Multi-country Payroll 

► Banking and Financial Services Business Process ► Financial Services Technology (FinTech) ► Network Services and 5G 

► Banking and Financial Services Information Technology ► Global Business Services ► Outsourcing Excellence

► Catalyst™ ► Healthcare Business Process ► Pricing-as-a-Service

► Clinical Development Technology ► Healthcare Information Technology ► Process Mining 

► Cloud and Infrastructure ► Human Resources Outsourcing ► Procurement 

► Contingent Staffing ► Insurance Business Process ► Recruitment

► Contingent Workforce Management ► Insurance Information Technology ► Retirements Technologies

► Conversational AI ► Insurance Technology (InsurTech) ► Rewards and Recognition 

► Cost Excellence ► Insurance Third-Party Administration (TPA) Services ► Service Optimization Technologies 

► Customer Experience Management Services ► Intelligent Document Processing (IDP) ► Software Product Engineering Services

► Cybersecurity ► Interactive Experience (IX) Services ► Supply Chain Management (SCM) Services 

► Data and Analytics ► IT Services Executive Insights™ ► Talent Excellence GBS 

► Digital Adoption Platforms (DAP) ► Life Sciences Business Process ► Talent Excellence ITS 

► Digital Engineering Services ► Life Sciences Information Technology ► Technology Skills and Talent

► Digital Services ► Locations Insider™ ► Trust and Safety

► Digital Workplace ► Marketing Services ► Work at Home Agent (WAHA) Customer 
Experience Management (CXM)

► Engineering Services ► Market Vista™ 

► Enterprise Platform Services ► Mortgage Operations 

mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/


Contents

3

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

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-27-CA-5113

1. Introduction 5

 Research methodology 6

 Everest Group’s classification of the mortgage value chain 7

 Key information on the report 8

 Background of the research 9

2. Mortgage operations PEAK Matrix® characteristics 10

 PEAK Matrix® framework 11

 Everest Group PEAK Matrix® for mortgage operations 14

 Service provider capability summary dashboard 15

3. Enterprise sourcing considerations 19

 Leaders 19

– Accenture 20

– Infosys 26

– Sourcepoint 32

– TCS 38

 Major Contenders 45

– Capgemini 46

– Coforge 52

– Cognizant 58

– Computershare Loan Services 65

Manu Aggarwal, Partner

Abhilasha Sharma, Senior Analyst

Shrey Jain, Analyst

Sonali Srivastava, Senior Data Specialist

mailto:sonali.srivastava@everestgrp.com
mailto:shrey.jain@everestgrp.com
mailto:abhilasha.sharma@everestgrp.com
mailto:manu.aggarwal@everestgrp.com


Contents

4Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-27-CA-5113

– Conduent 71

– DXC Technology 77

– Exela Technologies 83

– EXL 89

– HCL Technologies 95

– Indecomm 101

– Mphasis-Digital Risk 107

– Sutherland Global Services 113

– Tech Mahindra 119

– Teleperformance 125

– Unisys 131

– Wipro 137

– WNS 143

 Aspirants 149

– Peoples Processing 150

– Writer Business Services 156

4. Appendix 162

 Glossary 163

 Research calendar 164



5Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-27-CA-5113

01

Robust definitions 
and frameworks

BFS segmentation, 
third-party Business 

Process Services (BPS) 
market definition, 

PEAK Matrix®, and 
market maturity

02

Primary sources 
of information

Annual contractual 
and operational RFIs, 

service provider 
briefings and buyer 

interviews, web-based 
surveys

03

Diverse set of 
market touchpoints
Ongoing interactions 

across key 
stakeholders, input from 

a mix of perspectives 
and interests, supports 
both data analysis and 

thought leadership

04

Fact-based research
Data-driven analysis 

with expert 
perspectives, 

trend-analysis across 
market adoption, 

contracting, and service 
providers

Proprietary contractual database of over 600 banking contracts (updated annually)
Year-round tracking of 30+ banking operations service providers

Large repository of existing research across application and digital services insurance
Over 30 years of experience advising clients on strategic IT, business services, engineering services, and sourcing

Executive-level relationships with buyers, service providers, technology providers, and industry associations

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



6

Mortgage Operations – Service Provider Compendium 2022

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-27-CA-5113

This report is based on four key sources of proprietary information

Service providers assessed1
 Proprietary database of 600+ mortgage operations contracts (updated annually)
 The database tracks the following elements of each contract: 

– Buyer details, including size and signing region
– Contract details, including provider, contract type, Total Contract Value (TCV) and Annual Contract Value (ACV), 

provider Full Time Equivalents (FTEs), start and end dates, duration, and delivery locations 
– Scope details, including the share of individual buyer locations served in each contract, Line of Business (LoB) served, 

and pricing model employed

 Proprietary database of 20+ mortgage operations service providers (updated annually) 
 The database tracks the following for each provider:

– Revenue and number of FTEs
– Number of clients 
– FTE split by LoB

 Service provider briefings
– Vision and strategy
– Annual performance and future outlook

 Buyer reference interviews, ongoing buyer surveys, and interactions
– Drivers and challenges for adopting mortgage services
– Assessment of provider performance
– Emerging priorities 
– Lessons learned and best practices adopted

– Revenue split by region 
– Location and size of delivery centers
– Technology solutions developed 

– Key strengths and improvement areas
– Emerging areas of investment

1 Assessments for Capgemini, Computershare Loan Services, Conduent, DXC Technology, Exela Technologies, Peoples Processing, Sutherland Global Services, Teleperformance, and Unisys exclude service provider inputs on this 
particular study and are based on Everest Group’s estimates that leverage Everest Group’s proprietary Transaction Intelligence (TI) database, ongoing coverage of these service providers, their public disclosures, and interactions with 
buyers. For these companies, Everest Group’s data for assessment may be less complete.

2 An Mphasis company.
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 contract-specific information collected will only be presented back to the industry in an aggregated fashion.

2
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Background of the research

Geography Service providers Services
Global 23 leading mortgage operations 

service providers
Mortgage operations

Scope of this report

The landscape for mortgage operations is becoming increasingly competitive and dynamic as lenders look for newer solutions to improve their capabilities, cater to consumer needs, 
and gain market share. While the pandemic disrupted the industry, which was marked by a long period of low interest rates and significant demand in 2021, interest rates are rising again. 
In fact, the pandemic, has brought about some meaningful changes across consumer demand patterns, mortgage stakeholders’ modes of working, and service delivery models.

Consumer demand patterns are shifting toward younger and more digitally savvy borrowers, who value experience and convenience over cost. Providers are actively leveraging their 
partnership ecosystems and new acquisitions to augment their capabilities and improve their offerings’ time-to-market. They have invested in and built digital lending solutions and tools 
that help customers in their end-to-end loan life cycle and enhance the overall customer experience . The mortgage securitization market has experienced high competition from providers 
across other major LoBs. On the buyer side, North America continues to dominate market share in terms of size and new deals, while providers are somewhat getting a grip of the demand 
patterns of lenders across the Asia Pacific, UK and Continental European region. Providers are also experiencing demand from non-bank buyers such as FinTechs and real estate 
companies. 

This report features the profiles of the following 23 leading mortgage operations service providers featured on the Mortgage Operations – PEAK Matrix® Assessment 2022:
 Leaders: Accenture, Infosys, Sourcepoint, and TCS
 Major Contenders: Capgemini, Coforge, Cognizant, Computershare Loan Services, Conduent, DXC Technology, Exela Technologies, EXL, HCL Technologies, Indecomm, 

Mphasis-Digital Risk, Sutherland Global Services, Tech Mahindra, Teleperformance, Unisys, Wipro, and WNS
 Aspirants: Peoples Processing and Writer Business Services

https://www2.everestgrp.com/reportaction/EGR-2022-27-R-4959/Toc
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This study offers 23 distinct chapters providing a deep dive into key aspects of mortgage
operations; below are five charts to illustrate the depth of the report
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Research calendar
Banking and Financial Services Business Process

PlannedPublished Current release

Note: Click to see a list of all of our published Banking and Financial Services Business Process reports

Reports title Release date

Mortgage of the Future January 2020

Everest Group – Corporate Actions Demystified January 2021

Closing the Gap for FinTech and BigTech Operations Non-banks' Sourcing Opportunity March 2021

Everest Group - Financial Crime and Compliance (FCC) Operations – Services PEAK Matrix® Assessment 2021 March 2021

Financial Crime and Compliance (FCC) Operations Services – Service Provider Compendium 2021 June 2021

Capital Market Operations PEAK Matrix® Assessment 2021 July 2021

Banking Operations PEAK Matrix® Assessment 2021 October 2021

Analytics Casebook – A Hitchhiker’s Guide to BFS analytics October 2021

Evolution of Modern Collections Operations September 2021

Mortgage State of The Market Report 2021 November 2021
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https://www2.everestgrp.com/reports#MatchAllWords=False&cat1=1085
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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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Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients 
include leading global companies, service and technology providers, and investors. Clients use our services to guide their 
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business 
outcomes. Details and in-depth content are available at www.everestgrp.com.
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