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1.

Introduction and overview
e Research methodology

e Key information on the report

Background of the research

Research scope

Evolving demand themes of the insurance industry and the role of digital claims solution providers
e Insurer’s claims transformation demand themes and challenges

e Investment toward no-touch claims transformation

e Insurer’s no-touch claims journey

e Solution provider’s technology stack for claims transformation

e Solution provider capabilities while delivering digital claims solution

Digital claims in insurance PEAK Matrix® characteristics

e PEAK Matrix framework

e Digital claims in Property and Casualty (P&C) insurance — solutions PEAK Matrix® assessment 2022
e Characteristics of Leaders, Major Contenders, and Aspirants

e Solution provider capability summary dashboard

Enterprise sourcing considerations

e Leaders

— Accenture

— Appian
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— Duck Creek Technologies
— DXC Technology
— Guidewire
— Mendix
e Major Contenders
— Capgemini
— HCLTech
— Infosys
— Majesco
— Mindtree
— Mphasis
— Quantiphi
— Zensar Technologies
e Aspirants
— Aspire Systems
— Ventiv Technology
— Virtusa
5. Appendix
e Glossary

e Research calendar
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Background of the research

P&C insurers globally are facing a complex situation where-in their customers are increasingly demanding an Amazon-like experience, while internally their operations are plagued by
workflow complexities owing to multiple intermediaries and legacy systems, leading to high turnaround time, information leakages, frauds, and ultimately a sub-par customer experience. In
the quest to set up a digital-first operating model, insurers started with the digitalization of their sales & distribution operations but soon shifted their focus on building low-touch and
seamless core operations such as claims management. There is a heightened focus on generating superior efficiency, leveraging more data and ecosystem insights to identify fraud, and
most importantly improving the claims ratio by building predictive and preventive capabilities.

In this research, we present an assessment of 17 digital claims solution providers featured on the digital claims in P&C insurance solutions PEAK Matrix®. The assessment is based on
Everest Group’s annual RFI process for the calendar year(s) 2021-22, incremental updates sought from the solution providers in 2022, interactions with leading digital claims solution
providers, client reference checks, and ongoing analysis of the digital claims solution market.

This report includes the profiles of the following 17 leading solution providers featured on the digital claims in Property and Casualty (P&C) insurance — Solutions
PEAK Matrix® Assessment 2022:

e Leaders: Accenture, Appian, Duck Creek Technologies, DXC Technology, Guidewire, and Mendix
e Major Contenders: Capgemini, HCLTech, Infosys, Majesco, Mindtree, Mphasis, Quantiphi, and Zensar Technologies

e Aspirants: Aspire Systems, Ventiv Technology, and Virtusa

Scope of this report: Py
Geography @ Solution providers [ \ Solution assessed
Global 17 \ ﬁ ; Digital claims
> \ e )
N~
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Overview and abbreviated summary of key messages

This report examines the global digital claims solutions landscape for Property and Casualty (P&C) insurance firms. It focuses on digital claims solution provider position, evolving market
dynamics and emerging provider trends, assessment of provider delivery capabilities, and key digital claims solution provider profiles

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

Market demand dynamics e |Insurers are aggressively looking to revamp their claims operations to drive superior efficiency, offer compelling customer experiences, and
future-proof their technology engine. The three pillars for undergoing a successful claims transformation journey for carriers includes:

— Continuous investments in digitization of claims: Claims notification to settlement experience majorly influences customer satisfaction
levels directly, thus making insurer investment into claims modernization systems imperative for insurers

— Accelerated innovation: Insurers need to amp up the pace of innovation to keep up with the evolving customer needs and product types
Talent management — Modernizing the claims journey requires adopting advanced technologies such as Al/ML and telematics and a skilled
workforce to manage emerging risks. Insurers need to enhance their long-term value proposition to attract skilled workers with technical and
domain expertise.

e Industry frontrunners aspire to execute the vision of a zero-touch claims process backed by investments across Al/ML, telematics, and
advanced analytics in collaboration with solution providers

Digit_al claims squ?io_n e Leaders have showcased an end-to-end digital claims solutions portfolio with advanced capabilities across core functions such as claims
provider characteristics notification, adjudication, and settlement to fulfill P&C carrier needs across the claims value chain

e Major Contenders offer support across a few P&C product types such as (personal and auto insurance) currently and are on the journey to build
off-the-shelf coverage across new product types and features

e Aspirants have relatively nascent offerings around the core functions of claims value-chain. These providers differentiate from peers via the
speed of low-code configurability, enabling P&C firms to manage complex processes with ease
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This study offers four distinct chapters providing a deep dive into key aspects of digital
claims solution provider market; below are three charts to illustrate the depth of the report

Everest Group Digital Claims in Property and Casualty (P&C) Insurance —

Solutions PEAK Matrix® Assessment 2022". 2 Capability assessment e SEmRe

. . Measure of capability: OLow ‘High
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Measures ability to deliver solutions successfully

e Provider 1, has a robust delivery presence in Asia Pacific with multiple
delivery centers in India, Australia, the Philippines, and China, enabling

1 . . . .

1 e Provider 1 should increase offerings of value-added services such as
. . . . . !
it to service client requirements efficiently H

:

I

|

i

:

i

. ) ) . s . I i I it kf lanni
1 Assessment for Mindtree, Ventiv Technology, and Virtusa excludes vendor inputs in this study and is based employer branding, talent communities and workforce planning

on Everest Group’s estimates that leverage its proprietary data sets, ongoing coverage of these providers,
their public disclosures, and interactions with enterprises. For these companies Everest Group’s data for e Ithas a good number of multi-country as well as single-country clients
assessment may be less complete across the world
2 Analysis for Mindtree is based on its capabilities before its merger with LTI
Source: Everest Group (2022)

! o It should try to expand into larger multi-country deals and also scout for
engagements in other Asia Pacific markets to strengthen its presence
in the region
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Research calendar
Insurance Information Technology

Il Published [ Planned [l Current release

Reports title Release date

Duck Creek Services PEAK Matrix® Assessment 2022 January 2022
Duck Creek Services — Service Provider Compendium 2022 February 2022
IT Service Provider of the Year - 2022 February 2022
Retirements IT Service Provider Compendium 2022 April 2022
Enterprise Pulse 2022: Solving the Talent Conundrum Around Availability, Attrition, and Reskilling of the Workforce June 2022
Technology as a Strategic Differentiator in an Organization’s Growth June 2022
Introducing the Rubik’s Cube Supplier Segmentation Approach: Navigating the Talent Crisis by Engaging Specialist IT Service Providers June 2022
Future of Financial Services — Web 3.0, Metaverse, and Decentralized Finance July 2022
Retirement Technology Provider Compendium 2022 September 2022
Application and Digital Services in Property & Casualty (P&C) Insurance PEAK Matrix® Assessment 2023 November 2022
Application and Digital Services (ADS) in Life and Annuity (L&A) Insurance — Services PEAK Matrix® Assessment 2023 November 2022
Digital Claims in Property and Casualty (P&C) Insurance — Solutions PEAK Matrix® Assessment 2023 December 2022
Guidewire Services PEAK Matrix® Assessment 2023 Q4 2022
Application and Digital Services in Property & Casualty (P&C) Insurance — Services Provider Profile Compendium 2023 Q1 2023
Application and Digital Services (ADS) in Life and Annuity (L&A) Insurance — Services Provider Profile Compendium 2023 Q1 2023

Note: Click to see a list of all of our published Insurance Information Technology reports
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With you on the journey

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.
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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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