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Introduction and overview

Research methodology
e Key information on the report
e Background of the research
e Focus of the research
e Healthcare payer value chain
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
Enterprise sourcing considerations
e Leaders
— Accenture
— Cognizant
— Conduent
— EXL
— Firstsource
— NTT DATA
— Optum
— Sagility
— Wipro
e Major Contenders

— Access Healthcare
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e Major Contenders (continued)
— Capgemini
— Concentrix
— Evolent Health
— Exela Technologies
— Gainwell Technologies
— Genpact
— HCLTech
— Infosys
— Mphasis
— Omega Healthcare
— Shearwater Health
— Smart Data Solutions
— Sutherland Global Services
— WNS

e Aspirants
— CGl
— Hexaware
— Sunknowledge Services
— Vee Technologies
— Viaante

4. Appendix
e Glossary

e Research calendar
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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 Assessment 2023:

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 /. ﬁ.\ Services
Global 29 \ i Healthcare payer BPS
> \, / i
N~
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Overview and abbreviated summary of key messages

Everest Group’s Healthcare Payer Operation — Provider Compendium 2023 provides accurate, comprehensive, and fact-based snapshots of 29 healthcare payer operations service
providers. The compendium will enable providers to benchmarks their capabilities against their competitors, while buyers of healthcare payer operations services will be able to assess the

providers based on their desired set of capabilities.

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

Healthcare Payer Operations Everest Group positioned 29 healthcare payer operations service providers on their proprietary PEAK Matrix® Assessment framework as:
e Leaders: Accenture, Cognizant, Conduent, EXL, Firstsource, NTT DATA, Optum, Sagility and Wipro

o 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, Sunknowledge Service, Vee technologies and Viaante are Aspirants on the PEAK Matrix for healthcare payer operations

e The report provides an overview of each provider and outlines their key capabilities in the healthcare payer operations services marketplace
e |t offers insights on provider client base, revenue base, FTE base, revenue and FTE split by various parameters, key clients, proprietary
solutions, recent developments and key delivery locations
e It highlights the providers’ key strengths and limitations

service provider landscape and
PEAK Matrix® Assessment
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The Healthcare Payer Operations — Provider Compendium 2023 has 29 provider profiles

Provider 1 profile (page 1 of 4)
Overview

Company overview B
Provider's vision is to enable its payer accounts to move toward vl Provider 1 Prof“e (page 2 of 4)
new business models, and better care coordination infrastructures

ancilary BPM and KPM support services across the payer specri @l Capabilities and key clients

1o clients.
Headquarters: Website: www,
Key leaders -
« Loator 1. Chairman Mix by segment revenfl Provider 1 profile (page 3 of 4)
= Leader 2, Chief Executive Officer and Managing Director Number of FTEs Revi .
* Leader 5, Cief Operating Offcar B —— Technology solutions/tools
Suite of services
« Product development + Claims mang
+ Member engagement + Risk and con -
« Network managernent Solution Processes servad M Provider 1 profile (page 4 of 4)
Solution 1 N/A H
Healthcare payer operations | 2020° ) Not available dhen Everest Group assessment — Aspirant
R US$ mill 1
evenve ( millon) Solution 2 Claims management
Number of FTEs Not available [
Number of clients Solution 3 Member engagement and care management Measure of capability: @ Low . High
Market impact Vision & capability
Rovihes EevsiTpsiaicIn/s DosOSRRT ‘ Vision and Scope of Innovation Delive
Client name Proces| Market adoption Portfolio mix Value delivered Overall strategy services offered investm footp Overall
o P D D L) L) ® (3 N
1 12 months ending December 31 of any pariicular year, |.e., from Janui
Strengths Limitations
« Provider 1 has a decent presence in pureplay back-office payer operations including claims, e Provider 1 currently lacks capabilities in the emerging area of care management, which is a
member, and network management services. It focuses on process improvement and cost i critical focus area for health plans
reduf:tlon across claims conversion, adjudication, credentialing, and enroliment and eligibility « The service provider has a smaller scale of payer operations vis-a-vis its peer group. This
services fects its credentials in deals that require larger headcounts
1 Buyer size is defined as large (>US$10 billion in revenue), medium (US$5-10 billio) aifects Its credentals in deals that require larger headcoun
2 s ; < ’ .
P o As part‘ of 't§ tal.ent o strategy, it ges strong and tie-ups with i e Provider 1 has limited strategic partnerships with third-party vendors, leading to limited
Everest Group®  Propristary & Confidential. @ 2023, Everest Global, Inc. | EGR-2023-53-R to ensure a talent pool modularity and flexibility in its offerings
o There are limited case studies to showcase its technological prowess, which makes it difficult
for the organization to compete in technology-heavy operations deals
Gerest Group®  Propristary & Confidential. & 2
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Research calendar
Healthcare business process

Il Published Planned [l Current release
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 June 2023
Clinical and Care Management Operations PEAK Matrix® Assessment 2023 July 2023
Healthcare Data and Analytics Services — Provider Compendium 2023 August 2023
Healthcare Payer Operations — Provider Compendium 2023 September 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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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.

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
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.

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.

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,
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.


mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
http://www.everestgrp.com/
http://www.everestgrp.com/

