/Iaerest Group Healthcare

EVEI’eSt GI’OU p® PE/‘K Business

MATRIX®| Process

Healthcare Payer Operations PEAK Matrix® Assessment 2023

—

Copyright © 2023 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-2023-53-CA-6002



Our research offerings

This report is included in the following research program(s):
Healthcare Business Process

>

>

>

>

vV VYV V¥V ¥V Y ¥V ¥V Y Y Y Y Y VY Y VY VY VY VY VvYY

>

Amazon Web Services (AWS)

Application Services

Atrtificial Intelligence (Al)

Asset and Wealth Management

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management

Customer Experience Management Services

CX Excellence

CXM Technology

Cybersecurity

Data and Analytics

Digital Adoption Platforms

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Research and Development
Engineering Services

Enterprise Platform Services

Exponential Technologies

vV vV YV ¥V VYV Y Y Y Y Y VY Y VY VY VY VY VY VY VY VY VY VY VY VvYY

Finance and Accounting

Financial Services Technology (FinTech)
GBS Talent Excellence

Global Business Services

Google Cloud

Healthcare Business Process
Healthcare Information Technology
HealthTech

Human Resources

Insurance Business Process
Insurance Information Technology
Insurance Technology (InsurTech)

Insurance Third-Party Administration (TPA) Services

Intelligent Document Processing
Interactive Experience (I1X) Services
IT Services Excellence

IT Services Executive Insights™

IT Talent Excellence

Life Sciences Business Process

Life Sciences Commercial Technologies
Life Sciences Information Technology
Locations Insider™

Marketing Services

Market Vista™

Microsoft Azure

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-53-CA-6002

vV vV vV ¥V ¥ VvV VYV Y VY Y Y VY Y VY VY VY VY VY VY VY VY VY VvYY

Modern Application Development (MAD)
Mortgage Operations

Multi-country Payroll

Network Services and 5G

Oracle Services

Outsourcing Excellence

Pricing Analytics as a Service

Process Mining

Process Orchestration

Procurement and Supply Chain
Recruitment

Retail and CPG Information Technology
Retirement Technologies

Revenue Cycle Management

Rewards and Recognition

SAP Services

Service Optimization Technologies
Software Product Engineering Services
Supply Chain Management (SCM) Services
Sustainability Technology and Services
Talent Genius™

Technology Skills and Talent

Trust and Safety

Value and Quality Assurance (VQA)

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

Learn more about our

custom research capabilities

Benchmarking
Contract assessment
Peer analysis

Market intelligence

Tracking: providers, locations,
risk, technologies

Locations: costs, skills,
sustainability, portfolios


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

ontents |-

2,
3.
4.

For more information on this and other research

published by Everest Group, please contact us:

Ankur Verma, Vice President 5.

Vivek Kumar, Senior Analyst
Srawesh Subba, Senior Analyst

Suyash Choudhary, Analyst

Introduction and overview
e Research methodology

e Key information on the report

Background of the research

Focus of the research

e Healthcare payer value chain
Summary of key messages
Healthcare payer operations PEAK Matrix® characteristics
e PEAK Matrix framework
e Everest Group PEAK Matrix for healthcare payer operations
e Characteristics of Leaders, Major Contenders, and Aspirants
e Service provider capability summary dashboard
Service providers’ market share analysis
e Market share and growth
e Market share by process
Enterprise sourcing considerations
e Leaders
— Accenture
— Cognizant

— Conduent

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-53-CA-6002

o © oo N o

12
15
16
19
20
22
26
27
28
29
29
30
31
32


mailto:suyash.choudhary@everestgrp.com
mailto:vivek.kumar@everestgrp.com
mailto:ankur.verma@everestgrp.com
mailto:srawesh.subba@everestgrp.com

e Leaders (continued)
- EXL
— Firstsource
— NTT DATA
— Optum
— Sagility
— Wipro
e Major Contenders
— Access Healthcare
— Capgemini
— Concentrix
— Evolent Health
— Exela Technologies
— Gainwell Technologies
— Genpact
— HCLTech
— Infosys
— Mphasis
— Omega Healthcare

— Shearwater Health

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-53-CA-6002

33
34
35
36
37
38
39
40
41
42
43
44
45
46
47
48
49
50
51



e Major Contenders (continued)
— Smart Data Solutions
— Sutherland Global Services
— WNS

e Aspirants
- CaGl
— Hexaware
— Sunknowledge Services
— Vee Technologies
— Viaante

6. Appendix
e Glossary

e Research calendar

merest Group®  Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-53-CA-6002

52
53
54
55
56
57
58
59
60
61
62
63



Background of the research

The healthcare industry is characterized by rapid changes and constant evolution, making it crucial for organizations to continuously adapt and enhance their fundamental capabilities.
The increased push toward value-based care has presented various opportunities that have gained prominence, including telehealth, population data analytics, remote patient monitoring,
commercial models based on risk assessment, increased investment in care management in general, and a greater emphasis on digital initiatives, particularly automation and analytics.
To achieve these objectives, healthcare service providers are forging robust partnerships within ecosystems, collaborating with top third-party vendors, developing innovative technological
solutions, and implementing novel approaches such as Business-Process-as-a-Service (BPaaS) and payvider solutions for service delivery.

In this research, we present an assessment and detailed profiles of 29 healthcare payer operations providers featured on the healthcare payer operations PEAK Matrix®. The assessment
is based on Everest Group’s annual RFI process for calendar year 2023, interactions with leading healthcare payer operations providers, client reference checks, and an ongoing analysis
of the healthcare payer operations market.

This report includes the profiles of the following 29 leading healthcare payer BPS providers featured on the Healthcare Payer Operations PEAK Matrix® :
e Leaders: Accenture, Cognizant, Conduent, EXL, Firstsource, Sagility, NTT DATA, Optum, and Wipro

e Major Contenders: Access Healthcare, Capgemini, Concentrix, Evolent Health, Exela Technologies, Gainwell Technologies, Genpact, HCLTech, Infosys, Mphasis, Omega Healthcare,
Smart Data Solutions, Shearwater Health, Sutherland Global Services and WNS

e Aspirants: CGI, Hexaware, Sunknowledge Services, Vee Technologies, and Viaante

Scope of this report Py
@ Geography @ Providers /.Q.\ Services
Global 29 \ i Healthcare payer BPS
) \, "/ P
N~
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Overview and abbreviated summary of key messages

This report uses Everest Group’s proprietary PEAK Matrix® to assess and rate service providers on various dimensions of their capabilities. It also includes market share analysis of service
providers and Everest Group’s remarks on service providers highlighting their key strengths and development areas.

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

Everest Group PEAK Matrix

for healthcare payer
operations

Key insights on healthcare

payer BPS market shares

/Eerest Group®

Everest Group classified 29 healthcare payer BPS providers on the Everest Group PEAK Matrix® into the three categories of Leaders, Major Contenders,
and Aspirants. The PEAK Matrix® is a framework to assess the overall vision and capability and market impact of service providers

e Leaders: There are nine service providers in the Leaders category — Accenture, Cognizant, Conduent, EXL, Firstsource, NTT DATA, Optum, Sagility
and Wipro

e Major Contenders: The Major Contenders category has 15 service providers — Access Healthcare, Capgemini, Concentrix, Evolent Health, Exela
technologies, Gainwell Technologies, Genpact, HCLTech, Infosys, Mphasis, Omega Healthcare, Smart Data Solutions, Shearwater Health, Sutherland
Global Services and WNS

e Aspirants: Hexaware, CGl, Sunknowledge Services, Vee technologies and Viaante are Aspirants on the PEAK Matrix® for healthcare payer operations

e Accenture, Cognizant, Conduent, Gainwell Technologies, Optum, and Sagility together account for nearly 70% of the revenue of the healthcare payer
BPS market

e Accenture, Access Healthcare, Capgemini, Concentrix, Conduent, Evolent Health, EXL, Firstsource, Genpact, HCLTech, Hexaware, Infosys, Mphasis,
NTT DATA, Omega Healthcare, Optum, Sagility, Smart Data Solutions, Sutherland, and WNS further consolidated their market presence with a
double-digit revenue growth

e Accenture, Gainwell Technologies, Optum, and Sagility were the highest contributors to the overall healthcare payer BPS market growth
e Cognizant and Optum together accounted for around 38% of all the clients in the healthcare payer BPS market

e Claims management, followed by member engagement, continues to be the largest and most competitive space. Additionally, due to the increased
push toward value-based care in the ecosystem, care management has experienced significant growth followed by risk and compliance



This study offers three distinct chapters providing a deep dive into key aspects of
healthcare payer operations market; below are three charts to illustrate the depth of the

report

Everest Group Healthcare Payer Operations PEAK Matrix® Assessment 202312

lllustrative example

@ Leaders ® Major Contenders O Aspirants Y Star Performers

High

Leaders

Major Contenders S.eglllty

Gainwell Technologi

Smart Data Solutions ®
Capgemini® Concentrix®

Mphasis

Market impact
Measures impact created in the market

Aspirants

Low

Low High
Vision & capability

Measures ability to deliver services successfully

1 Assessment for Capgemini, CGI, Concentrix, Evolent Health, Gainwell Technologies, HCLTech, Hexaware, Omega Healthcare,
Sunknowledge Services and Vee Technologies excludes service provider inputs on this study and is based on Everest Group's
estimates that leverage Everest Group's proprietary Transaction Intelligence (T1) database, ongoing coverage of the service
providers, their public disclosures, and interaction with buyers

2 The service providers who participated in two consecutive PEAK Matrix® assessments (2022 and 2023) have been considered for
Star Performers rating

Source: Everest Group (2023)
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Everest Group’s remarks on providers lllustrative example

Measure of capability: O Low . High

Vision & capability

Overall

Limitations

e Provider 1 has ventured into LoB diversification by expanding to the
government-sponsored market, thus making it a strong contender for
clients looking for holistic support

It also leverages multiple advanced analytical solutions in combination
with a cloud-based enterprise data warehouse solution to provide
insights on services including MCO performance, ED utilization,
network evaluation, and analytics

e Provider 1 has little to no investments in the growing demand area of
risk and compliance and care management, hindering it from offering
end-to-end services to clients

e |t was among one of the few players who achieved lower growth in its
healthcare payer operations due to losing out on some of its clients
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Research calendar
Healthcare Business Process

B Published [ Planned [l Current release

Reports title Release date

Medical Coding Operations PEAK Matrix® Assessment 2023 October 2022
Healthcare Customer Experience Management in North America — PEAK Matrix® Assessment 2023 November 2022
Healthcare Customer Experience Management in North America — Service Provider Compendium 2023 January 2023
Medical Coding Operations — Provider Compendium 2023 January 2023
The Next Big Healthcare Opportunity: Pharmacy Benefits Management (PBM) February 2023
Navigating the Medicaid Market: Key Themes Riding the Next Wave of Growth March 2023
Revenue Cycle Management (RCM) Trailblazers March 2023
Dawn of the Metaverse in Healthcare April 2023
Healthcare Data and Analytics Services PEAK Matrix® Assessment 2023 May 2023
Healthcare Payer Operations PEAK Matrix® Assessment 2023 June 2023
Revenue Cycle Management (RCM) Operations PEAK Matrix® Assessment 2023 Q2 2023
Clinical and Care Management Operations PEAK Matrix® Assessment 2023 Q3 2022
Healthcare Data and Analytics Services — Provider Compendium 2023 Q3 2023
Healthcare Payer Operations (RCM) Operations — Provider Compendium 2023 Q3 2023
Revenue Cycle Management (RCM) Operations — Provider Compendium 2023 Q3 2023

Note: Click to see a list of all of our published Healthcare Business Process reports
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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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Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
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(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
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that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
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