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Introduction

With the growing cost of healthcare services and an observable gap in quality of care provided in the traditional fee-for-service models, value-based care models have gained significant
traction in the market. Keeping this in mind, the Centers for Medicare and Medicaid Services (CMS) has planned for increased adoption of value-based care via transferring all Medicare
fee-for-service beneficiaries into a care relationship with accountability for quality and reduction in the total cost of care by 2030. While alternate care delivery models, such as home-based
care and virtual care, were brought on due to the onset of the pandemic, it is increasingly being utilized by enterprises to improve continuity of care, reduce costs, and drive value for its
member/patient base. However, with a growing push toward value-based care and improving overall population health, further technological investments are required from both payer and
provider perspectives for integrated care management and effective utilization management. Service providers can fulfill enterprises’ clinical and care management operations
requirements by delivering clinical services from cost-effective locations and deploying advanced technology solutions built on a foundation of clinical, claims, and Social Determinants of
Health (SDoH) data for personalized care programs and engagement.

In this research, we present an assessment and detailed profiles of 15 service providers featured on the clinical and care management operations PEAK Matrix®. Each provider profile
provides a comprehensive picture of its service focus, key Intellectual Property (IP) / solutions, domain investments, and case studies. The assessment is based on Everest Group’s annual
RFI process for calendar year 2023, interactions with leading healthcare providers, client reference checks, and an ongoing analysis of the healthcare BPS market.

This report includes the profiles of the following 15 leading healthcare providers featured on the Clinical and Care Management Operations - Services PEAK Matrix:
e Leaders: Accenture, Cognizant, EXL, Optum, and Shearwater Health

e Major Contenders: CareCentrix, Carenet Health, eviCore, Evolent Health, Sagility, Teleperformance, and WNS

e Aspirants: Health Dialog, Kepro, and Wipro

Scope of this report Py
@ Geography @ Providers /Iﬁ-\ Services
Global 15 \ i Clinical and care
w \. ./ management operations
N~
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Overview and abbreviated summary of key messages

Everest Group PEAK Matrix® is a proprietary framework for the assessment of relative market impact and vision & capability. Everest Group classifies 15 service providers on the Everest
Group PEAK Matrix®into the three categories of Leaders, Major Contenders, and Aspirants. This report examines the clinical and care management BPS service provider landscape and
provides analysis of their key strengths and limitations. It also identifies the key implications of the research findings and sourcing considerations for enterprises.

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

Everest Group PEAK Matrix® for Everest Group classified 15 clinical and care management service providers on the Everest Group PEAK Matrix® into the three categories of

Clinical and Care Management Leaders, Major Contenders, and Aspirants. The PEAK Matrix® is a framework to assess the overall vision and capability and market impact of
Operations providers:

e Leaders: There are five service providers in the Leaders category — Accenture, Cognizant, EXL, Shearwater Health, and Optum

e Major Contenders: The Major Contenders category has seven service providers — CareCentrix, Carenet Health, eviCore, Evolent Health,
Sagility, Teleperformance, and WNS

e Aspirants: Health Dialog, Kepro, and Wipro are Aspirants on the PEAK Matrix®

Key insights on Clinical and e Specialty-based utilization management specialists, such as Evolent Health and eviCore, along with healthcare-centric provider Optum, occupy

Care Management Operations the lion’s share in terms of revenue
providers’ market shares

e Among large providers, Optum and Evolent Health continued their impressive growth with a strong foothold in the market, while smaller players
in the CCM space such as Wipro and Health Dialog registered high growth and increasing their market presence
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This study offers three distinct chapters providing a deep dive into key aspects of the CCM
operations market; below are three charts to illustrate the depth of the report

Clinical and Care Management Operations — Services PEAK Matrix® Assessment 202312

| Capability assessment lllustrative example

® | eaders ® Major Contenders

O Aspirants

A
High
Leaders

Major Contenders

Shearwater Health
®Cognizant

®Evolent
Health

eeviCore

Market impact
Measures impact created in the market

Aspirants

Low

Low High
Vision & capability

Measures ability to deliver services successfully

1 Assessments for CareCentrix, Carenet Health, eviCore, Evolent Health, Health Dialog, and Kepro excludes service
provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (Tl) database, provider public
disclosures, and Everest Group’s interactions with buyers

2 Analysis for Kepro is based on capabilities before its merger with CNSI

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

Measure of capability: O Low . High
Market impact Vision & capability

Vision and Scope of services Innovation and Delivery
Market adoption Portfolio mix Value delivered Overall strategy offered investments footprint Overall

Strengths Limitations

E XYZ's field of play in CCM is largely skewed towards utilization

! management and its presence in the growing segments, such as care
management, risk adjustment, clinical decision-making — leveraging Al, | coordination and population data management and analytics, is limited
and advance analytics - that are designed to reduce administrative 1 in comparison to its peers
workload whilst providing insights to enhance quality of care i

XYZ has a suite of technology offerings including point and end-to-end
solutions spanning utilization management, personalized care
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Research calendar
Healthcare Business Process

Bl Published [ Planned [l Current release

Reports title Release date

Healthcare Customer Experience Management (CXM) Services in North America — Provider Compendium 2023 January 2023
Pharmacy Benefits Management (PBM): The Next Big Healthcare Opportunity January 2023
Revenue Cycle Management (RCM) Trailblazers March 2023
Navigating the Medicaid Market: Key Themes Riding the Next Wave of Growth March 2023
Dawn of the Metaverse in Healthcare March 2023
Healthcare Data and Analytics Services PEAK Matrix® Assessment 2023 May 2023
Generative Al: The New Age of Artificial Intelligence May 2023
Healthcare Payer Operations PEAK Matrix® Assessment 2023 June 2023
Revenue Cycle Management (RCM) Operations PEAK Matrix® Assessment 2023 June 2023
Clinical and Care Management Operations — Services PEAK Matrix® Assessment 2023 July 2023
Care Management of the Future Q3 2023
Healthcare Payer Operations Services — Provider Compendium 2023 Q3 2023
Clinical and Care Management (CCM) Operations — Provider Compendium 2023 Q4 2023
Clinical and Care Management (CCM) — State of the Market 2023 Q4 2023
Payment Integrity (PI) Solutions PEAK Matrix® Assessment 2023 Q4 2023

Note: Click to see a list of all 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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THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
to the link above for the full version of the Terms of Use.

Stay connected

Website
everestgrp.com

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
Social Media

Yy @EverestGroup
[ @Everest Group

€) @Everest Group

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.

Bangalore
india@everestgrp.com
+91-80-61463500
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London

unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-214-451-3000

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.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

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
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
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
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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