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Everest Group’s definition of BFSI includes the following 

three segments

Banking, Financial Services, 

and Insurance (BFSI)

1 Business-to-Consumer relationships

2 Business-to-Business relationships

Banking Capital Markets Insurance

Focus of this report

 Retail financial services (B2C1)

– Cards

– Retail banking

– Lending

 Commercial banking (B2B2)

 Investment banking

 Asset management 

 Custody & fund administration

 Brokerage

 Life & Pensions (L&P)

 Property & Casualty (P&C)

 Reinsurance

Notes

 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

 This report covers vertical-specific Business Process Outsourcing (BPO) within the L&P insurance space. It does not include 

coverage of horizontal business processes such as Finance and Accounting (F&A), Human Resource (HR), procurement, 

and contact centers

 Health insurance BPO is not covered in this report
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ABC (page 1 of 5)

L&P insurance BPO – overview

Recent acquisitions and partnerships 

 XXX

 XXX

Recent developments

 XXX

 XXX

Suite of services

 XXX

 XXX

2012 2013 2014

Revenue (US$ million) XXX XXX XXX

Number of FTEs XXX XXX XXX

Number of clients XXX XXX XXX

Company overview

XXX

Key leaders

 XXX

 XXX

 XXX

Headquarter: XXX

Website: www.abc.com

Source: Everest Group (2016)

http://www.xxx.com/
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ABC (page 2 of 5) 

L&P insurance BPO – key delivery locations

Pune

Noida

Manila

Richmond

Albany

Columbia

Cebu

Jersey City

New York

Indianapolis

Bogota

Cape Town

Source: Everest Group (2016)
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L&P insurance BPO FTE mix by 

processes covered

FTEs in numbers

ABC (page 3 of 5) 

L&P insurance BPO – capabilities and key clients

L&P insurance BPO revenue mix 

by geography

Revenue in US$ million

Split of FTEs by location

FTEs in numbers

Number of contracts by buyer 

size1

Number of active contracts

Policy servicing

and reporting

New business

management
North America

Onshore 

Offshore
Large

Small

Medium

Claims

processing

Key L&P insurance BPO engagements

Client name Processes covered Region Client since

XXX Claims adjudication support, claims triage, claims notification, and new business data entry Region 1 2014

XXX New business & claims processing Region 2 2013

XXX Policy servicing & claims processing Region 3 2011

XXX New business, policy servicing, call scheduling, & quality verification Region 4 2009

XXX Marketing analytics, new business, policy servicing, & claims processing Region 5 2004

XXX Policy servicing Region 6 2001

1 Buyer size is defined as large (>US$10 billion in revenue), medium (US$5-10 billion in revenue), and small (<US$5 billion in revenue)

Note: Based on contractual and operational information as on December 2014.

Source: Everest Group (2016)

UKAPAC

100% = 100% = 100% = 100% =
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ABC (page 4 of 5) 

L&P insurance BPO – technology solutions

Tools XXX XXX XXX XXX

Solution description XXX XXX XXX XXX

Year launched XXX XXX XXX XXX

Processes covered XXX XXX XXX XXX

Number of clients XXX XXX XXX XXX
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ABC (page 5 of 5) 

Everest Group assessment

Delivery capability assessment

Assessment 

dimension Rating Remarks

Scale XXX

Scope XXX

Technology solutions 

& innovation

XXX

Delivery footprint XXX

Buyer satisfaction XXX

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

Strengths

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

 XXX

Areas of improvement

46

177

Market success assessment

YOY Growth

% revenue

YOY Growth

% clients

L&P insurance 

BPO revenue

US$ million

L&P insurance 

BPO clients

Number of clients

Very high High Medium high Medium Medium low Low Not matureBest-in-class

14%

7%

ABC

Peer set average1

ABC

Peer set average

22%

17%

1 Average based on 15 L&P insurance BPO service providers who participated in this particular research

Source: Everest Group (2016)
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BFSI BPO research calendar

Topic Release date

Published Current

January 2016P&C Insurance BPO – Service Provider Profile Compendium 2015

October 2015L&P Insurance BPO – Service Provider Landscape with PEAK Matrix Assessment 2015

November 2015Banking BPO – Service Provider Profile Compendium 2015

February 2016Life and Pensions BPO Service Provider Profile Compendium 2015

May 2015Mortgage BPO State of Market Report 2015 – Curve of Time to Meet Mortgage Again?

May 2015Mortgage BPO – Service Provider Landscape with PEAK™ Matrix Assessment 2015

May 2015Commercial Insurance BPO - Rise of Specialty Lines

May 2015Home Equity Loans - The Next Frontier in Mortgage BPO?

May 2015Banking Business Process Outsourcing in Europe - Poised for Primetime

June 2015Technology in BPS – Service Provider Profile Compendium 2015

June 2015Banking BPO Annual Report 2015 – Heavy on Technology, Low on People – Future of Banking BPO

December 2015Capital Markets BPO – Service Provider Profile Compendium 2015

July 2015Capital Markets BPO – Service Provider Landscape with PEAK Matrix™ Assessment 2015

September 2015P&C Insurance BPO – Service Provider Landscape with PEAK Matrix Assessment 2015

August 2015Banking BPO – Service Provider Landscape with PEAK MatrixTM Assessment 2015

October 2015Insurance BPO – Annual Report 2015

August 2015Technology in Business Process Services (BPS) – The Pecking Order

August 2015Capital Markets BPO Annual Report 2015 – Technology and analytics helping banks manage risk and compliance
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Additional BFSI 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. Insurance BPO – Annual Report 2015: RPA and Analytics Powering the Next Wave of Expansion (EGR-2015-11-R-1598); 2015. This report 

examines the global P&C insurance BPO market and its service provider landscape. It provides detailed analysis of the capabilities and market 

performance 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 P&C insurance BPO service provider landscape

2. Life and Pensions Insurance BPO – Service Provider Landscape with PEAK MatrixTM Assessment 2015 (EGR-2015-11-R-1585); 2015. This 

report uses Everest Group's proprietary PEAK Matrix to assess and rate service providers for life and pensions insurance BPO on their market success 

and various dimensions of their delivery capabilities. It also highlights the key emerging trends in the L&P insurance BPO market and the key 

implications for buyers and service providers

3. Property and Casualty Insurance BPO – Service Provider Landscape with PEAK MatrixTM Assessment 2015 (EGR-2015-11-R-1543); 2015. This 

report uses Everest Group's proprietary PEAK Matrix to assess and rate service providers for property and casualty insurance BPO on their market 

success and various dimensions of their delivery capabilities. It also highlights the key emerging trends in the P&C insurance BPO market and the key 

implications for buyers and service providers

4. Commercial Insurance BPO – Rise of specialty Lines (EGR-2015-11-R-1443); 2015. This report assists key stakeholders (buyers, service 

providers, and technology providers) in understanding the changing dynamics of the Insurance BPO market and emergence of specialty lines. It also 

helps them identify the recent trends and future outlook. This report covers trend of BPO adoption in commercial insurance, drivers for the growth of 

adoption, variation of adoption across various models, key characteristics of specialty insurance buyer and contracts along with role of automation in 

commercial insurance BPO

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

Anupam Jain, Practice Director:

Saurabh Verma, Senior Analyst:

Priyanka Birla, Senior Information Specialist:

FS BPO Team:

anupam.jain@everestgrp.com

saurabh.verma@everestgrp.com

priyanka.birla@everestgrp.com

FSBPOresearch@everestgrp.com

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

https://research.everestgrp.com/Product/EGR-2015-11-R-1598/Insurance-BPO-Annual-Report-2015-RPA-and-Analytics-Powering-t
https://research.everestgrp.com/Product/EGR-2015-11-R-1585/Life-and-Pensions-Insurance-BPO-Service-Provider-Landscape-wi
https://research.everestgrp.com/Product/EGR-2015-11-R-1543/Property-and-Casualty-Insurance-BPO-Service-Provider-Landscap
https://research.everestgrp.com/Product/EGR-2015-11-R-1443/Commercial-Insurance-BPO-Rise-of-Specialty-Lines
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Everest Group is a consulting and research firm focused on strategic IT, business 
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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 empowers clients to improve 

organizational efficiency, effectiveness, agility, and responsiveness. What sets 
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