
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-2022-53-CA-5117

State of the
Market Report

Healthcare 
Business 
Process

The State of Healthcare Payers in the Post-pandemic World: 
Healthcare Payer Operations State of the Market Report
April 2022: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-53-CA-5117

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): 
Healthcare Business Process
► 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 

► Customer Experience Management Services ► Insurance Third-Party Administration (TPA) Services ► Service Optimization Technologies 

► Cybersecurity ► Intelligent Document Processing (IDP) ► Software Product Engineering Services

► Data and Analytics ► Interactive Experience (IX) Services ► Supply Chain Management (SCM) Services 

► Digital Adoption Platforms (DAP) ► IT Services Executive Insights™ ► Sustainability Technology and Services

► Digital Engineering Services ► Life Sciences Business Process ► Talent Excellence GBS 

► Digital Services ► Life Sciences Information Technology ► Talent Excellence ITS 

► Digital Workplace ► Locations Insider™ ► Technology Skills and Talent

► Employee Experience Management (EXM) Platforms ► Marketing Services ► Trust and Safety

► Engineering Services ► Market Vista™ ► Work at Home Agent (WAHA) Customer 
Experience Management (CXM)

► Enterprise Platform Services ► Mortgage Operations 

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


Contents

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-53-CA-5117 3

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

1. Introduction and overview 5

 Research methodology 6

 Key information on the report 7

 Background of the research 8

 Healthcare payer operations value chain 10

2. State of the market: key themes 11

 Growth in home-based care 13

 Increased focus on member experience 20

 Rising enrollment in Medicare Advantage 27

 Social Determinants of Health (SDoH) 31

3. Healthcare payer BPS market 36

 Market size and growth 38

– Breakdown by plan type 39

– Breakdown by processes 40

– Breakdown by delivery locations 41

 Key buyer decision-making parameters 43

4. Healthcare payer BPS: deal trends 44

 Active contracts and contract duration 46

 Contract renewals 47

 Buyer size 48

Abhishek A.K., Practice Director

Ankur Verma, Practice Director

Lloyd Fernandes, Senior Analyst

Vivek Kumar, Senior Analyst

mailto:lloyd.fernandes@everestgrp.com
mailto:ankur.verma@everestgrp.com
mailto:abhishek.ak@everestgrp.com
mailto:vivek.kumar@everestgrp.com


Contents

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-53-CA-5117 4

 Pricing model 49

 Technology 50

– Analytics 50

– Automation 52

5. Healthcare payer BPS: service provider landscape 54

 Overview of Healthcare Payer Operations PEAK Matrix® Assessment 2022 56

 Service provider market share and growth 57

 Service provider market share by processes 58

6. Appendix 59

 Glossary 60

 Research calendar 61



Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-53-CA-5117

The State of Healthcare Payers in the Post-pandemic World: Healthcare Payer Operations State of the Market Report

5

Background of the research/report

Scope of this report
Geography Industry Services
Global Healthcare payer Healthcare payer services

The COVID-19 pandemic has caused a fundamental shift in the priorities of healthcare ecosystems. Member experiences and home-based care are now front and center of payer strategy, 
considering the twin benefits of improved member comfort and potential savings through the prevention of adverse health events. Furthermore, the rapid increase in Medicare Advantage 
plan enrollments and the growing importance of Social Determinants of Health (SDoH) in health risk assessments have nudged payers to take a harder look at their operational structures 
and metrics to derive greater value from the market. 

The evolving needs of payers are opening new opportunities for service providers who will need to bolster their digital capabilities, develop partner ecosystems, and overcome workforce 
constraints to best serve the emerging market needs. 

This research provides comprehensive coverage of the payer market and analyzes it across various aspects, including regional variations, buyer adoption trends, growth drivers, 
and digital trends.

In this study, we investigate the state of the Healthcare Payer market. We focus on:
 Key emerging payer trends
 Payer marker size and purchase criterion
 Payer deal trends
 Service provider landscape for the payer market
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A detailed view of healthcare payer processes
Everest Group’s view of the healthcare payer operations value chain

Analytics/automation

Plan development Enrollment and eligibility Provider management Disease management Initial claims processing Risk adjustment

Channel management 
(agent/broker network)

Handling of endorsements 
and renewals

Provider credentialing Utilization management Claims review and 
investigation (adjudication)

HEDIS and Star rating 
support

Risk identification and 
assessment

Provider contract 
management

Population health 
management (PHM)

Claims disbursements Internal/external reporting

Records management and 
HIX support

Support for PBMs; TPAs Fraud detection & 
management

Billing and collections Records management Claims litigation; 
recovery/subrogation

Product
development

Member
engagement

Network
management

Care
management

Claims
management

Risk &
compliance



Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-53-CA-5117

The State of Healthcare Payers in the Post-pandemic World: Healthcare Payer Operations State of the Market Report

7

Key themes/trends impacting the healthcare payer business operations Healthcare payer business process outsourcing market dynamics

Deal trends: technology penetration in the healthcare payer BPS market Healthcare payer service provider landscape

In this study Everest Group has delved into various aspects of the healthcare payer BPS 
market, including key themes/trends impacting business operations, payer business process 
outsourcing market dynamics, key deal trends, and the service provider landscape

Growth of healthcare payer BPS revenue 
YoY growth from 2020-21 in percentage

50-60%
without automation

ACTIVE CONTRACTS

40-50%
with automation

45-55%
without analytics

ACTIVE CONTRACTS

45-55%
with analytics

Healthcare payer state of the market: key themes/trends Healthcare payer BPS market: breakdown by plan type 
2021; percentage of the overall market

100% = US$13.0-14.0 billion
Private plans

Managed Medicaid

Medicare Advantage
Original Medicare

State Medicaid

25-35%
Government payer BPS

65-75%
Commercial payer BPS

Growth in 
home-based care

US healthcare expenditure on home care is expected to grow at 
a CAGR of 7.1% between 2021-28, the highest among other 
healthcare segments

Increased focus 
on member 
experience

Increasing member satisfaction has been the top priority for 
payers in 2021 and will remain as a priority in the future, backed 
by the increased focus on member experience measures in star 
ratings

Rising enrollment 
in Medicare 
Advantage (MA)

Enrollment in MA plans are expected to rise at a CAGR of 4.6% 
between 2020-28, severalfold higher than any other plan 
segment, prompting increased competition in the MA market

Social 
Determinants of 
Health (SDoH)

On average, ~50% of health outcomes are determined by social, 
economic, and physical factors; however, till date, these 
determinants have not been adequately captured in healthcare 
systems

10-15%

>15%

1-10%

<1%
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