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How a CIO Turned Critical Challenges into 
Benefits that Drove Change and Success in 
Digital Transformation | October 2018 

Investing Big in RPA is Not a Fool’s Game 
| September 2018

The importance of customer experience in a highly competitive market is forcing 
enterprises to reconsider the way they have been running their contact center 
operations. As technology gains prominence in a digital-first world, it also can 
enable enterprises to deliver a much superior customer experience while reducing 
the cost of operations.

Digital Customer Experience Management (CXM) goes beyond leveraging digital 
channels to combine digital concepts, digital tools and solutions, and high-touch 
human intervention - as needed - to deliver a fundamentally superior customer 
experience. Enterprises can look at various digital solutions, such as advanced 
analytics, RPA, Intelligent Virtual Agents (IVAs), Artificial Intelligence (AI) and 
cognitive, to transform their customer experience operations, as well as allow 
them to offer superior services. However, to be successful in this transformation, 
they require a strategy and roadmap that can help them define the need and 
scope for a digital transformation and avoid common pitfalls. Enterprises also 
need to make the right investments, not only in technology, but also in talent and 
change management, to emerge as winners.

“Next-wave” Location Profile – Campinas, Brazil

Do-It-Yourself (DIY) in IT

Upcoming Research

Rewards and Recognition (R&R) Outsourcing Market Report 2018 –
Driving Bottom-line Results Through Tailored R&R Solutions

Managed Service Provider (MSP) – Service Provider Profile 
Compendium 2018

Unlocking Artificial Intelligence in Healthcare – State of the Market 
Report – 2018

Quantum Computing in the Financial Service Industry: Infinite 
Possibilities or Extreme Chaos 

Enterprise AI Adoption 

See the complete list of reports

Access slides / playback

Webinars

Webinar Deck: Human + Tech: Impact of 
Emerging Technologies on Integrated 
Services Delivery | On-demand version

Is Your Shared Services Center / GIC 
Driving the Digital Agenda? | October 16

Procurement Outsourcing (PO) Annual Report 2018: Driving Strategic 
Value from Procurement

Webinar Deck: Contracting for Agile: 
Lessons From the Trenches in Sourcing 
Agile Development | On-demand version

Access slides / playback
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Market Vista™

Global Services Market Pressing Issues: Service Providers’ 
Perspective | September 2018

Market Vista™: Industry Insights – Insurance | August 2018

Do-It-Yourself (DIY) in IT | August 2018

Webinar Deck: Q3 2018 Market Vista™ Update, and Key Implications 
of the Pressing Issues of the Global Services Market

Market Vista™: Q3 2018 | August 2018

Risk Radar Newsflash | Recent Political Crisis Poses Increased Risk 
to Global Services Delivery from Nicaragua | July 2018

Risk Radar Newsflash | Recent Political Crisis Poses Increased Risk 
to Global Services Delivery from Nicaragua | July 2018

The Role of Economic Development Agencies in Location Selection | 
July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 
2018

Service Provider Headcount Reduction: A Winning Story or a Losing 
Battle? | July 2018

Technology & Communication (T&C): Global Services Trends in Q2 
2018 | June 2018

Recent Volcanic Activity in Guatemala: No Significant Impact on 
Global Services Delivery | June 2018

Risk Radar Newsflash | Significant Positive Movement in Poland 
Regulatory Risk Profile | June 2018

Webinar Deck: Q2 2018 Market Vista™ Update and Implications on 
Talent Acquisition with Intensifying War on Talent | May 2018

Market Vista™: Q1 2018 | February 2018

Webinar Deck: Q1 2018 Market Vista™ Briefing: 2017 Year in 
Review & Predictions for 2018 | February 2018

Cross-Functional Collaboration in GICs | January 2018

Webinar Deck: Practical Insights: Tips for Managing and Optimizing 
Service Delivery in Latin America PLUS Market Vista™ 3Q17 Global 
Services Market Update | November 2017

Market Vista™: Q3 2017 | November 2017

Global Locations Database - Standard Edition | November 2017

EU GDPR: Is There a Silver Lining to the Disruption? |
September 2017

Overview of Global Sourcing in Oil & Gas Vertical | September 2017

India Global Services Industry: A Look Back at the Last Decade and 
Our Future Outlook | August 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Webinar Deck: Is the New World [Dis]Order Driving U.S. Domestic 
Sourcing? Plus Market Vista™ 2Q17 Update | August 2017

Global Locations Database - Standard Edition | August 2017

Market Vista™: Q2 2017 | August 2017

Mexico IT-BPM Industry: Maintaining Competitiveness Amidst 
Uncertainty | June 2017

Webinar Deck: Market Vista™ 1Q17 Update PLUS an Exploration 
of Hybrid Sourcing Delivery Models | May 2017

Market Vista™: Q1 2017 | May 2017

Global Locations Database – Standard Edition | May 2017

Impact of Changes to H-1B Visa Program on Service Provider 
Margins | April 2017

Market Vista™: 2016 Year in Review: Global Services Industry facing 
“Winds of Change” | April 2017

Webinar Deck: Make America Great Again – Protecting American 
Jobs | April 2017

Are There Productivity Differences Across Locations? | March 2017

Manufacturing – Global Services Trends in Q4 2016 | March 2017

Healthcare – Global Services Trends in Q4 2016 | March 2017

Government Sector: Global Services Trends in Q4 2016 | 
March 2017

Webinar Deck: Is Banking Industry Optimism at Risk of Being 
Trumped by Delivery Model Impacts? | February 2017
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Webinar Deck: Contracting for Agile: Lessons From the Trenches in 
Sourcing Agile Development | September 2018

Scaling Artificial Intelligence Adoption – A Practical IT Guidebook | 
July 2018

Atos Acquires Syntel: Can Atos Win in the North American 
Battleground? | July 2018

AI Trailblazers: Top 16 Startups in Software Development Life Cycle 
(SDLC) - Software Learning to Make Software | July 2018

GDPR Services: Gross Disconnect in Perception and Reality -
Services PEAK Matrix™ Assessment 2018 | June 2018

Application Services – Annual Report 2018: The Future of 
Architecture is Intelligent | June 2018

Enterprise QA Services PEAK Matrix™ Assessment 2018: Quality 
Assurance to Brand Assurance: AI Driving the Evolution | May 2018

Reimagining Enterprise IT Services Sourcing | May 2018

Closing the Gap - The Future of IT Skills in the United States | 
April 2018

The Great Digital Divide: Is Customer Dissatisfaction the New 
Normal? A Blueprint to Rethink Your Digital Services Portfolio | 
March 2018

Upcoming Contract Renewals - Application Services 2018 | 
February 2018

Application Performance in the Digital Age | January 2018

Reimagining Application Delivery with Enterprise Crowd-
development | December 2017

Application Modernization Services – PEAK Matrix™ Assessment 
and Market Trends 2017: “Think Digital, Rethink Modernization” | 
November 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Webinar Deck: Innovation in Internet of Things (IoT) via Startups | 
July 2017

Quality Orchestration: QA in the Digital Era | July 2017

Workday HCM IT Services – PEAK Matrix™ Assessment and 
Market Trends – Workday: Redefining HR for Digital Transformation | 
June 2017

Automation in IT Application Dev-Test – Market Update and PEAK 
Matrix™ Assessment for Solutions: “Cognitive Paving the Way to 
Smart Automation” | June 2017

Independent Testing Services – PEAK Matrix™ Assessment & 
Profiles Compendium: “Reports of QA’s Death Are Not Exaggerated”
| May 2017

Application Services - Annual Report 2017: Artificial Intelligence (AI) 
in SDLC? There is a Long Journey Ahead | April 2017

Upcoming Contract Renewals - Application Services: Buyers: To 
Replace or To Renew? | March 2017

How to Innovate – A Comprehensive Guide to Innovation in 
Application Services | March 2017

Cracking the IT Innovation Code | February 2017

Customer (Dis)Satisfaction: Why Are Enterprises Unhappy with Their 
Service Providers? | January 2017

IT Application Services Automation: Think Benefits, Not Costs | 
November 2016

Independent Testing Services – Market Trends and PEAK Matrix™ 
Assessment & Profiles Compendium | June 2016

Application Services – Annual Report 2016: “No DevOps No Digital” | 
May 2016

CSC-HPE Services Merger | May 2016

SaaS Implementation Services – Market Trends and PEAK Matrix™ 
Assessment & Profiles Compendium | April 2016

Breaking Viewpoint - NTT DATA Fuels Global Ambitions by Buying 
Dell Services for US$3.05 billion | March 2016

Upcoming Contract Renewals – Application Services | February 2016

Testing Services Market Update 2015 – Digital Testing, Buyers 
Beware! | September 2015

Application Services
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Banking and Financial Services (BFS) - Business Process Outsourcing (BPO)

Capital Markets BPO – Service Provider Landscape with Services 
PEAK Matrix™ Assessment 2018 | September 2018

Banking BPO – Service Provider Profile Compendium 2018 | 
August 2018

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | 
July 2018

Banking BPO Annual Report 2018: Digital Transformation or Digital 
Washing: Looking Beyond the Hype | July 2018

Know Your Customer-Anti Money Laundering (KYC-AML) 
BPO – State of the Market with Services PEAK Matrix™ 
Assessment 2018 | June 2018

Analytics Business Process Services (BPS) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | 
May 2018

Shared Services Centers and Digital Transformation | April 2018

Banking BPO – Service Provider Landscape with Services PEAK 
Matrix™ Assessment 2018 | March 2018

Blockchain: Is It the Silver Bullet? | March 2018

Mortgage BPO Service Provider Profile Compendium 2018 | 
March 2018

Broking Bad | March 2018

Wealth Management for the Next Generation | February 2018

Capital Markets BPO – Service Provider Profile Compendium 2018 | 
December 2017

Mortgage BPO – Service Provider Landscape with Services PEAK 
Matrix™ Assessment 2017 | December 2017

CSC-HPE Merger: Looking Beyond the Obvious | December 2017

Marketing in a Digital Way – How Successful Are You? |
December 2017

Unblocking Blockchain Adoption – A Prioritization Framework for 
Business Processes | November 2017

Business Process Services Delivery Automation (BPSDA) – State of 
the Market Report – 2017 | November 2017

Banking BPO Service Provider Profile Compendium 2017 | 
September 2017

Capital Markets BPO – Service Provider Landscape with PEAK 
Matrix™ Assessment 2017 | September 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Profile Compendium 2017 | September 2017

EU GDPR: Is There a Silver Lining to the Disruption? | 
September 2017

Banking BPO Annual Report 2017: Disruption Does Not Discriminate 
– Banks Embracing Digital to Stay Relevant | September 2017

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2017 | August 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Rising Cost of Healthcare in the United States | August 2017

Analytics Business Process Services (BPS) – Analytics Disrupting 
Traditional Decision Making for Businesses – The Quest for More 
Continues | July 2017 

Trade Finance of the Future | July 2017 

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Landscape with PEAK Matrix™ Assessment 2017 | 
July 2017

Banking BPO – Service Provider Landscape with PEAK Matrix™ 
Assessment 2017 | June 2017

Analytics Business Process Services (BPS) – Service Provider 
Landscape with PEAK Matrix™ Assessment 2017 | March 2017

$300 Billion – Enough to Buy Facebook, or Pay for Your Regulatory 
Mistakes | March 2017

Changing Market Dynamics for Cards Issuers – Adapting to Succeed 
in the Changing Order | March 2017

Webinar Deck: Is Banking Industry Optimism at Risk of Being 
Trumped by Delivery Model Impacts? | February 2017
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Healthcare & Life Sciences Business Process Outsourcing (HLS BPO)

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

Healthcare Payer BPO Market – Deal Trends Report 2018 | June 
2018

Pharma Sales & Marketing: Old Strategies Into New Methods | Focus 
on Transmutation Rather Than Transformation | June 2018

Healthcare Provider BPO Market – Deal Trends Report 2018 | June 
2018

Analytics Business Process Services (BPS) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | May 
2018

Healthcare Provider Market: Addressing Issues Beyond Value-Based 
Care | What Healthcare Providers Need to 
do to Address Myriad of Challenges | March 2018

Healthcare Payer Annual Report: Payers Look at Digital to Reinvent 
in a Turbulent Healthcare Market | March 2018

Healthcare Report Card 2017 – Enterprise Initiatives and Service 
Provider Performance | March 2018

Life Sciences Report Card 2017 – Enterprise Initiatives and Service 
Provider Performance | March 2018

Healthcare Payer BPO – Service Provider Profile Compendium 2018
| February 2018

Healthcare Provider BPO – Service Provider Profile Compendium 
2018 | December 2017

Healthcare Payer BPO – Service Provider Landscape with Services 
PEAK Matrix™ Assessment 2018 | December 2017

CSC-HPE Merger: Looking Beyond the Obvious | December 2017

Marketing in a Digital Way – How Successful Are You? | December 
2017

Healthcare Provider BPO – Service Provider Landscape with 
Services PEAK Matrix™ Assessment 2017 | November 2017

Unblocking Blockchain Adoption – A Prioritization Framework for 
Business Processes | November 2017

Life Sciences BPO – Service Provider Profile Compendium 2017 | 
November 2017

Business Process Services Delivery Automation (BPSDA) – State of 
the Market Report – 2017 | November 2017

The Rise of Medicare Advantage | October 2017

Life Sciences BPO – Annual Report 2017: Personalization Bug Biting 
the Market | September 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Profile Compendium 2017 | September 2017

Webinar Deck: Innovation in Pharmacovigilance (PV): How to Spend 
Smarter Not Higher | September 2017

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2017 | August 2017 

The Curious Case of Infosys and Vishal Sikka | August 2017

Rising Cost of Healthcare in the United States | August 2017

Analytics Business Process Services (BPS) – Analytics Disrupting 
Traditional Decision Making for Businesses – The Quest for More 
Continues | July 2017
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The Future of Life Insurance & Annuities Operations | 
September 2018

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

Property & Casualty (P&C) Insurance BPO: Addressing Growth 
Through Digital Empowerment | June 2018

Insurance Third Party Administrator (TPA) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | 
June 2018

Property and Casualty (P&C) Insurance BPO – Service Provider 
Profile Compendium 2018 | June 2018

Analytics Business Process Services (BPS) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | May 
2018

Property and Casualty (P&C) Insurance BPO – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | 
March 2018

Reinventing Usage-Based Insurance (UBI) with Telematics, Mobility, 
and Analytics | March 2018

U.S. Workers’ Compensation Industry: Changing Third-Party 
Outsourcing Models | December 2017

Life and Pensions (L&P) Insurance BPO – Service Provider Profile 
Compendium 2018 | December 2017

CSC-HPE Merger: Looking Beyond the Obvious | December 2017

Marketing in a Digital Way – How Successful Are You? | 
December 2017

L&P Insurance BPO: Move or Miss – Innovation, Execution, and 
Adoption of Digital Insurance | November 2017

Unblocking Blockchain Adoption – A Prioritization Framework for 
Business Processes | November 2017

Business Process Services Delivery Automation (BPSDA) – State of 
the Market Report – 2017 | November 2017

Evolution of Annuities Market in the Digital Age | October 2017

Property and Casualty (P&C) Insurance BPO Service Provider Profile 
Compendium 2017 | September 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Profile Compendium 2017 | September 2017

Life and Pensions Insurance BPO – Service Provider Landscape with 
PEAK Matrix™ Assessment 2017 | September 2017

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2017 | August 2017 

The Curious Case of Infosys and Vishal Sikka | August 2017

Rising Cost of Healthcare in the United States | August 2017 

Analytics Business Process Services (BPS) – Analytics Disrupting 
Traditional Decision Making for Businesses – The Quest for More 
Continues | July 2017 

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Landscape with PEAK Matrix™ Assessment 2017 | 
July 2017 

Property and Casualty (P&C) Insurance BPO Annual Report –
Embracing the Digital-First | June 2017

Analytics Business Process Services (BPS) – Service Provider 
Landscape with PEAK Matrix™ Assessment 2017 | May 2017

Property and Casualty Insurance BPO – Service Provider Landscape 
with PEAK Matrix™ Assessment 2017 | March 2017

Rise of Automation in P&C Insurance | February 2017

Technology in BPS – Service Provider Profile Compendium 2016 | 
January 2017

Property and Casualty (P&C) Insurance BPO Service Provider Profile 
Compendium 2016 | December 2016

L&P Insurance BPO – Annual Report 2016: Breaking New Grounds | 
November 2016

Life and Pensions Insurance BPO Service Provider Profile 
Compendium 2016 | November 2016

Property and Casualty Insurance BPO – Annual Report 2016: The 
Dawn of Transformational Era – Adapt and Evolve to Succeed | 
September 2016

Insurance - Business Process Outsourcing (BPO)
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Cloud & Infrastructure Services (CIS)

AIOps – IT Infrastructure Services for the Digital Age | August  2018

Scaling Artificial Intelligence Adoption – A Practical IT Guidebook | 
July 2018

Atos Acquires Syntel: Can Atos Win in the North American 
Battleground? | July 2018

AI Stands to Make IT Infrastructure Services “Invisible” | July 

IT Infrastructure Services Automation – Market Trends and Services 
PEAK Matrix™ Assessment 2018: Become AI Aware or Fall Behind | 
July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 
2018

Digital Workplace Services – Market Trends and PEAK Matrix™ 
Assessment: Enterprise’s Wish is Not Service Provider’s 
Command! | June 2018

Reimagining Workplace Services | May 2018

Reimagining Enterprise IT Services Sourcing | May 2018

Closing the Gap - The Future of IT Skills in the United States | 
April 2018

The Great Digital Divide: Is Customer Dissatisfaction the New 
Normal? A Blueprint to Rethink Your Digital Services Portfolio | 
March 2018

Upcoming Contract Renewals - Cloud & Infrastructure Services 2018 
| February 2018

Driving Enterprise Chatbot Adoption | January 2018

Cloud Enablement Services – Market Trends and Services PEAK 
Matrix™ Assessment 2018: Containers and SDI Gathering Steam | 
December 2017

Cloud and Infrastructure Services – Annual Report 2017 - The Future 
of Stack is No Stack! | November 2017

EU GDPR: Is There a Silver Lining to the Disruption? | 
September 2017

IT Security Services – Market Trends and PEAK Matrix™ 
Assessment: “Security – The Biggest Digital Insecurity” | August 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Webinar Deck: Innovation in Internet of Things (IoT) via Startups | 
July 2017 

Workplace Services – Market Trends and PEAK Matrix™ 
Assessment: “End Users are no Less than Customers!” | July 2017 

IT Operations Automation – Market Update and PEAK Matrix™ 
Assessment for Products (Focus on ISVs) | May 2017 

IT Infrastructure Automation – Market Update and PEAK Matrix™ 
Assessment for Solutions (Focus on IT Service Providers) | April 
2017
Upcoming Contract Renewals – Infrastructure Services: “Over 40% 
Incumbents Replaced Annually; Providers Beware!” | February 2017

Customer (Dis)Satisfaction: Why Are Enterprises Unhappy with Their 
Service Providers? | January 2017

Hosted Private Cloud Services – Market Update and PEAK Matrix 
Assessment: Protectionist Sentiments Spur Growth | December 2016

Internet of Things Services – PEAK Matrix™ Assessment and Market 
Trends – IoT: Bigger than the Hype | December 2016

Workplace of the Future | October 2016

Private Cloud Enablement Services – Market Update and PEAK 
Matrix Assessment: Marry with Public Cloud or Die | September 2016

IT Infrastructure Services Automation: “Codified Consciousness is the 
Future” | September 2016

Workplace Services – Market Trends and PEAK Matrix™ 
Assessment | June 2016

CSC-HPE Services Merger | May 2016

Enterprise Cloud Services – Annual Report 2016: “Cloud the Bedrock 
of Digital Business” | March 2016

Upcoming Contract Renewals – Infrastructure Services | March 2016

IT Security Services – Market Trends and PEAK Matrix™ 
Assessment & Profiles Compendium | January 2016

Hosted Private Cloud Services – PEAK Matrix™ Assessment and 
Profiles Compendium | December 2015

Private Cloud Enablement Services – PEAK Matrix™ Assessment 
and Profiles Compendium | November 2015
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Catalyst™

Webinar Deck: Human + Tech: Impact of Emerging Technologies on 
Integrated Services Delivery | October 2018

Risk Radar Newsflash | Recent protest in Maharashtra - Limited 
Impact on Global Services Delivery | July 2018

Risk Radar Newsflash | Recent Political Crisis Poses Increased Risk 
to Global Services Delivery from Nicaragua | July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 
2018

Recent Volcanic Activity in Guatemala: No Significant Impact on 
Global Services Delivery | June 2018

Risk Radar Newsflash | Significant Positive Movement in Poland 
Regulatory Risk Profile | June 2018

Global In-house Center (GIC) Landscape Annual Report 2018 – GICs 
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March 2018

Healthcare Report Card 2017 – Enterprise Initiatives and Service 
Provider Performance | March 2018

Life Sciences Report Card 2017 – Enterprise Initiatives and Service 
Provider Performance | March 2018

Healthcare Provider IT Services – Service Provider Landscape with 
Services PEAK Matrix™ Assessment 2017 | November 2017

Healthcare Consulting – Service Provider Landscape with Services 
PEAK Matrix™ Assessment 2017 | November 2017

Healthcare Payer IT Services – Service Provider Landscape with 
PEAK Matrix™ Assessment 2017 | October 2017

The Rise of Medicare Advantage | October 2017

Healthcare Provider Annual Report 2017: Will the Real Value-Based 
Care (VBC) Please Stand Up? | October 2017

Life Sciences Clinical Trials – PEAK Matrix™ Assessment for 
Products 2017 | September 2017

Healthcare IT Security Services – Market Trends | September 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Exploring the Middle East Healthcare Opportunity | August 2017

Life Sciences Clinical and R&D IT Services – Service Provider 
Landscape with PEAK Matrix™ Assessment 2017: Making 
Innovation Great Again! | July 2017 

Using Blockchain to Address Interoperability Concerns in Healthcare
| June 2017 

Webinar Deck: Trump Cards: Driving Healthcare Innovation During 
Uncertainty | June 2017

Life Sciences IT Application Services – Service Provider Landscape 
with PEAK Matrix™ Assessment 2017 | May 2017

Hot Life Sciences Startups: Focus on Drug Discovery / Product 
Development | May 2017

Hot Life Sciences Startups: Focus on Sales and Marketing | 
May 2017

Hot Life Sciences Startups: Focus on Clinical and Pre-clinical Trials | 
May 2017

Acing Uncertainties in the Payer Market: The Trump Cards | April 
2017

Automation Playbook for Healthcare Payers: The Ultimate Guide to 
the Next Big Treasure Hunt | April 2017

Hot Life Sciences Startups: Friends, Foes, and Frenemies in the 
Innovation Ecosystem | March 2017

Internet of Things (IoT) in Medical Devices | March 2017

Exploring GICs in the Life Sciences Industry | February 2017

Customer (Dis)Satisfaction: Why Are Enterprises Unhappy with Their 
Service Providers? | January 2017 

Addressing Payer Costs through a Comprehensive Model | 
December 2016

Transition from Obamacare to Trumpcare | December 2016

Healthcare Provider IT Services – Service Provider Landscape with 
PEAK Matrix™ Assessment 2016 | November 2016



16info@everestgrp.comeverestgrp.com |

BLUE PAGES
DIRECTORY OF RESEARCH AND EVENTS

HOME NEXTBACK

IN THIS EDITION

Featured Research

Upcoming Research

Upcoming and Recent Webinars

Recommended Blog

Market Vista™

Application Services

Banking & Financial Services (BFS) –

Business Process Outsourcing (BPO)

Healthcare & Life Sciences Business Process Outsourcing 

(HLS BPO)

Insurance – Business Process Outsourcing (BPO)

Catalyst™

Cloud & Infrastructure Services (CIS)

Customer Experience Management (CXM) Services 

Digital Services

Finance & Accounting Outsourcing (FAO)

Human Resources Outsourcing (HRO)

Banking & Financial Services (BFS) – Information 

Technology Services (ITS)

Insurance ITS

Healthcare & Life Sciences IT Services (HLS ITS)

IT Services Forecaster™

Locations Insider™ (LI)

Pinnacle Model™

PricePoint™

Procurement Outsourcing (PO)

Recruitment Process Outsourcing (RPO)

Service Optimization Technologies (SOT)

Engineering Services (ES)

Past Webinars

Other Publications

T Services Forecaster™ Growth Trends Report for C1Q 2017 
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IT Services Forecaster™ Growth Forecast Report for C1Q 2017 | 
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IT Services Forecaster™ Summary Findings and Latest Forecasts | 
August 2017 

IT Services Forecaster™ Growth Trends Report for C4Q 2016 
(October – December 2016) | May 2017 

IT Services Forecaster™ Growth Forecast Report for C4Q 2016 | 
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IT Services Forecaster™ Summary Findings and Latest Forecasts | 
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IT Services Forecaster™ Growth Trends Report for C3Q 2016 
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IT Services Forecaster™ Growth Forecast Report for C3Q 2016 | 
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IT Services Forecaster™ Growth Forecast Report for C2Q 2016 | 
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IT Services Forecaster™ Growth Trends Report for C2Q 2016 
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“Next-wave” Location Profile – Dublin, Ireland | September 2018

“Next-wave” Location Profile – Campinas, Brazil | August 2018

“Next-wave” Location Profile – Singapore | August 2018

“Next-wave” Location Profile – Johannesburg, South Africa | 
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July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 2018

Contact Center Services for the U.S. Market: Location Strategies for the 
Digital World | July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 2018

“Next-wave” Location Profile – Timisoara, Romania | June 2018
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Recent Volcanic Activity in Guatemala: No Significant Impact on Global 
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Global Locations Annual Report 2018: Service Delivery Portfolios in a 
Disrupted World | Locations PEAK Matrix™ | June 2018

Global Locations Annual Report 2018: Service Delivery Portfolios in a 
Disrupted World | Risk Watch | June 2018

Global Locations Annual Report 2018: Service Delivery Portfolios in a 
Disrupted World | Key Trends Shaping the Landscape | June 2018

Risk Radar Newsflash | Significant Positive Movement in Poland 
Regulatory Risk Profile | June 2018

“Next-wave” Location Profile – Atlanta, Georgia | February 2018

“Next-wave” Location Profile – Manchester, United Kingdom | February 
2018

Next-wave Location Profile – Atlanta | February 2018

Betting on the Future – The Bangladesh IT-ITeS Industry is Poised for 
Growth | December 2017

Locations Insider™ (LI)
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Webinar Deck: Contracting for Agile: Lessons From the Trenches in 
Sourcing Agile Development | September 2018

PricePoint™: Q1 2018 | July 2018

PricePoint™: Q4 2017 | April 2018

PricePoint™: Q3 2017: Points to Consider in the Pricing of 
Outsourcing Services | December 2017

PricePoint™: Q2 2017 | September 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

PricePoint™: Q1 2017 – Points to Consider in the Pricing of 
Outsourcing Services | July 2017

Impact of Changes to H-1B Visa Program on Service Provider 
Margins | April 2017

Evolution of Governance Models in the Digital Era | April 2017

PricePoint™: Q4 2016 Points to Consider in the Pricing of 
Outsourcing Services | April 2017

Webinar Deck: Riding the Digital Transformation Wave: How to Get 
the Most From Your Service Provider Relationship | April 2017

Windows Upgrades – Price Benchmarks | March 2017

The Obscure Choke Points in IT and BPO Services Contracting | 
February 2017

PricePoint™: Q3 2016 Points to Consider in the Pricing of 
Outsourcing Services | February 2017

Demand Variation in Output-Based Pricing Contracts | 
December 2016

Benchmarking for Good | December 2016

Managing Large Outsourcing Portfolios | October 2016

Price Benchmarking – How to Go Beyond the Tip of the Iceberg | 
October 2016

DevOps: People, Processes, and Products | October 2016

PricePoint™: Q2 2016 Points to Consider in the Pricing of 
Outsourcing Services | September 2016
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PricePoint™: Q1 2016 Points to Consider in the Pricing of 
Outsourcing Services | July 2016

PricePoint™: Q4 2015 Points to Consider in the Pricing of 
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PricePoint™: Q3 2015 Points to Consider in the Pricing of 
Outsourcing Services | March 2016

PricePoint™ Q2 2015 Points to Consider in the Pricing of 
Outsourcing Services | November 2015

PricePoint™ Q1 2015 Points to Consider in the Pricing of 
Outsourcing Services | July 2015

PricePoint™ Q4 2014 Points to Consider in the Pricing of 
Outsourcing Services | May 2015

Webinar Deck: How Effectively Are You Managing Value Leakage in 
Your Sourcing Contracts? | April 2015

Enterprise Cloud Adoption - Solving the Pricing Conundrum | 
March 2015

PricePoint™ Q3 2014 Points to Consider in the Pricing of 
Outsourcing Services | February 2015

PricePoint™ Q2 2014 Points to Consider in the Pricing of 
Outsourcing Services | December 2014

PricePoint™ Q1 2014 Points to Consider in the Pricing of 
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PricePoint™ Q4 2013 Points to Consider in the Pricing of 
Outsourcing Services | June 2014

Navigating Complexity in HR Outsourcing (HRO) Price 
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PricePoint: Q3 2013 Points to Consider in the Pricing of Outsourcing 
Services | December 2013

PricePoint: Q2 2013 - Points to Consider in the Pricing of 
Outsourcing Services | September 2013

PricePoint: Q1 2013 - Points to Consider in the Pricing of 
Outsourcing Services | June 2013
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Procurement Outsourcing (PO)

Procurement Outsourcing (PO) Annual Report 2018: Driving 
Strategic Value from Procurement | September 2018

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

Supply Chain Management (SCM) BPO – Annual Report 2018: 
Moving Toward a Digital Supply Chain Ecosystem | July 2018

The Growing Importance of Supplier Management for Perfect 
Harmony of Ying (Buyer) and Yang (Supplier) | March 2018

Procurement Outsourcing (PO) BPO – Service Provider Landscape 
with Services PEAK Matrix™ Assessment 2018 | March 2018

The Future of Procurement in the Digital Age | March 2018

Supply Chain Management (SCM) BPO – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | 
December 2017

CSC-HPE Merger: Looking Beyond the Obvious | December 2017

Marketing in a Digital Way – How Successful Are You? |
December 2017

Unblocking Blockchain Adoption – A Prioritization Framework for 
Business Processes | November 2017

Business Process Services Delivery Automation (BPSDA) – State of 
the Market Report – 2017 | November 2017

Procurement Outsourcing (PO) – Service Provider Profiles 
Compendium 2017 | September 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Profile Compendium 2017 | September 2017

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2017 | August 2017 

The Curious Case of Infosys and Vishal Sikka | August 2017

Rising Cost of Healthcare in the United States | August 2017

Analytics Business Process Services (BPS) – Analytics Disrupting 
Traditional Decision Making for Businesses – The Quest for More 
Continues | July 2017 

Procurement Outsourcing (PO) Annual Report – 2017: Leap Towards 
Digital Transformation | July 2017 

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Landscape with PEAK Matrix™ Assessment 2017 | 
July 2017 

Procurement Outsourcing (PO) – Service Provider Landscape with 
PEAK Matrix™ Assessment 2017 | June 2017

3PL or 4PL: An Increasingly Complex Decision | June 2017 

Analytics Business Process Services (BPS) – Service Provider 
Landscape with PEAK Matrix™ Assessment 2017 | May 2017

Supply Chain Management (SCM) – Service Provider Landscape 
with PEAK Matrix™ Assessment 2017 | March 2017

Procurement Analytics 3.0 | February 2017

Technology in BPS – Service Provider Profile Compendium 2016 | 
January 2017

Procurement Outsourcing (PO) Annual Report – 2016 – Analytics 
and Beyond | September 2016

Unlocking Next-Generation Value through Technology-Embedded 
Business Process Services | Part 1 | July 2016

Unlocking Next-Generation Value through Technology-Embedded 
Business Process Services | Part 2 | July 2016

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2016 | June 2016

Procurement Outsourcing (PO) – Service Provider Landscape with 
PEAK Matrix™ Assessment 2016 | July 2016

Driving Business Outcomes in Aftersales Supply Chain | May 2016

Analytics Business Process Services (BPS) – Service Provider 
Landscape with PEAK Matrix™ Assessment 2016 | April 2016

Heralding a New Era of Transformative Business Process Services 
through Technology | April 2016

Webinar Deck: Service Delivery and Demand Dynamics in Latin 
America | March 2016

Analytics Business Process Services (BPS) – Analytics Goes 
Mainstream – Scope Expands Beyond Traditional Clients and 
Offerings | March 2016



19info@everestgrp.comeverestgrp.com |

BLUE PAGES
DIRECTORY OF RESEARCH AND EVENTS

HOME NEXTBACK

IN THIS EDITION

Featured Research

Upcoming Research

Upcoming and Recent Webinars

Recommended Blog

Market Vista™

Application Services

Banking & Financial Services (BFS) –

Business Process Outsourcing (BPO)

Healthcare & Life Sciences Business Process Outsourcing 

(HLS BPO)

Insurance – Business Process Outsourcing (BPO)

Catalyst™

Cloud & Infrastructure Services (CIS)

Customer Experience Management (CXM) Services 

Digital Services

Finance & Accounting Outsourcing (FAO)

Human Resources Outsourcing (HRO)

Banking & Financial Services (BFS) – Information 

Technology Services (ITS)

Insurance ITS

Healthcare & Life Sciences IT Services (HLS ITS)

IT Services Forecaster™

Locations Insider™ (LI)

Pinnacle Model™

PricePoint™

Procurement Outsourcing (PO)

Recruitment Process Outsourcing (RPO)

Service Optimization Technologies (SOT)

Engineering Services (ES)

Past Webinars

Other Publications

Recruitment Process Outsourcing (RPO) in Europe – Service 
Provider Landscape with Services PEAK Matrix™ Assessment 2018 | 
September 2018

Multi-Country Recruitment Process Outsourcing (MCRPO) – Service 
Provider Landscape with Services PEAK Matrix™ Assessment 2018
| September 2018

Recruitment Process Outsourcing (RPO) Annual Report 2018: 
Orchestrating the Digital Talent Acquisition Symphony | July 2018

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

PeopleScout Acquires TMP Holdings LTD – Another Stride Forward 
in the Quest for Global RPO Play | June 2018

Recruitment Process Outsourcing (RPO) – Service Provider Profile 
Compendium 2018 | June 2018

Analytics Business Process Services (BPS) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | May 
2018

Recruitment Process Outsourcing (RPO) – Service Provider 
Landscape with Services PEAK Matrix™ Assessment 2018 | 
April 2018

Reimagining Talent Acquisition in a Digital-First Era | March 2018

Permanent Talent Behemoth ADP Enters Freelancer Management 
Space with WorkMarket Acquisition | February 2018

Digital Technologies: The Next Frontier in Talent Acquisition | 
December 2017

Marketing in a Digital Way – How Successful Are You? |
December 2017

Recruitment Process Outsourcing: Service Provider Landscape with 
PEAK Matrix™ Assessment 2017 – Asia Pacific | September 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Rising Cost of Healthcare in the United States | August 2017

Analytics Business Process Services (BPS) – Analytics Disrupting 
Traditional Decision Making for Businesses – The Quest for More 
Continues | July 2017 

Recruitment Process Outsourcing (RPO) Annual Report 2017 –
Strategic Value Creation in a Rapidly Evolving Market | June 2017

"RPO Buyers are Satisfied" – Truth or Myth? | June 2017

Recruitment Process Outsourcing (RPO) – Service Provider Profile 
Compendium 2017 | June 2017

Enterprise Total Talent Acquisition (ETTA) – The Future-Ready 
Talent Approach | May 2017

Analytics Business Process Services (BPS) – Service Provider 
Landscape with PEAK Matrix™ Assessment 2017 | May 2017

Recruitment Process Outsourcing – Service Provider Landscape with 
PEAK Matrix™ Assessment 2017 | March 2017

RPO 3.0 – Paradigm Shift in RPO Value Proposition | March 2017

Patient Care to Talent Care: Optimizing Talent Acquisition in 
Healthcare through Holistic Talent Management | March 2017

Recruitment Process Outsourcing (RPO): A Peek into the Buyer’s 
Mind – Analytics the New Game Changer | January 2017

Technology in Recruitment Process Outsourcing - Enabling a 
Paradigm Shift | December 2016

Recruitment Process Outsourcing – Service Provider Landscape with 
PEAK Matrix™ Assessment 2016 – Latin America | December 2016

Recruitment Process Outsourcing (RPO) Annual Report 2016 –
Opportunities Abound in a Buoyant Market | November 2016

Recruitment Process Outsourcing (RPO) – Service Provider Profile 
Compendium 2016 | November 2016

Giving Talent Acquisition the “Analytics Nirvana” Edge | 
November 2016

UK RPO Market: Evolving Strategy for Attaining Leadership in a 
Dynamic and Competitive Market | July 2016

Recruitment Process Outsourcing – Service Provider Landscape with 
PEAK Matrix™ Assessment 2016 | July 2016

Unlocking Next-Generation Value through Technology-Embedded 
Business Process Services | Part 1 | July 2016

Recruitment Process Outsourcing (RPO)
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Service Optimization Technologies (SOT)

Webinar Deck: Sourcing RPA: Latest Developments and Enterprise 
Implications | August 2018

Reimagining the Employee Experience in the Age of Artificial 
Intelligence | August 2018

Buyer Satisfaction with Robotic Process Automation (RPA) – How 
Far or Close is Reality from Hype? | July 2018

GDPR Compliance – Can Automation Save the Day? | July 2018

Robotic Process Automation (RPA) Annual Report 2018 – Creating 
Business Value in a Digital-First World | June 2018

Robotic Process Automation (RPA) – Technology Vendor Profile 
Compendium 2018 | May 2018

Webinar Deck: Unpacking the Evolving RPA Market and Software 
Offerings: Insights from our RPA PEAK Matrix™ Assessment | May 
2018

Defining Enterprise RPA | May 2018

Enterprise Robotic Process Automation (RPA) Adoption | 
Pinnacle Model™ Assessment (Excerpt) | April 2018

Webinar Deck: Top 5 RPA Myths Dispelled: Insights from our RPA 
Pinnacle Model™ Assessment | April 2018

Robotic Process Automation (RPA) – Technology Vendor Landscape 
with Products PEAK Matrix™ Assessment 2018 | April 2018

Shared Services Centers and Digital Transformation | April 2018

Role of Artificial Intelligence (AI) and Cognitive Solutions in Delivering 
Customer Experience of the Future | March 2018

Creating Business Value Through Next-Generation Smart Digital 
Workforce | February 2018

RPA Implementation in GICs – Learnings and Best Practices | 
December 2017

The Business Case for RPA and Chatbots in Contact Centers | 
December 2017

Automating Content-Centric Processes with Artificial Intelligence (AI)
| December 2017

RPA Futures | December 2017

CSC-HPE Merger: Looking Beyond the Obvious | December 2017

Business Process Services Delivery Automation (BPSDA) – State of 
the Market Report – 2017 | November 2017

Artificial Intelligence in Global Services – State of the Market Report 
– 2017 | October 2017

Webinar Deck: Impact of Digital on the Future of Business Process 
Services (BPS) Industry – What, Where, and How? | October 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Profile Compendium 2017 | September 2017

The Curious Case of Infosys and Vishal Sikka | August 2017

Talent Model and Location Hotspots for Service Delivery Automation 
(SDA) Center of Excellence (CoE) | July 2017

Business Process Services Delivery Automation (BPSDA) – Service 
Provider Landscape with PEAK Matrix™ Assessment 2017 | July 
2017 

EdgeVerve Service Delivery Automation (SDA) Profile | June 2017

IT Operations Automation – Market Update and PEAK Matrix™ 
Assessment for Products (Focus on ISVs) | May 2017

Pushing the Dial on Business Process Automation | May 2017

Webinar Deck: RPA Market and Technology Trends in 2017 | 
March 2017

Robotic Process Automation (RPA): Technology Vendor State of the 
Market Report | February 2017

Rise of Automation in P&C Insurance | February 2017

Technology in BPS – Service Provider Profile Compendium 2016 | 
January 2017

Robotic Process Automation (RPA) – Technology Vendor Profile 
Compendium | December 2016

Robotic Process Automation (RPA) – Technology Vendor Landscape 
with FIT Matrix Assessment – Technologies for Building a “Virtual 
Workforce” | December 2016

IT Application Services Automation: Think Benefits, Not Costs | 
November 2016

The Service Delivery Automation (SDA) Journey | September 2016
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Engineering Services (ES)

Embedded System Engineering Services PEAK Matrix™ Assessment: Enabling the Era of Connected and Intelligent Products | August 2018

Verification and Validation (V&V) Engineering Services PEAK Matrix™ Assessment 2018: Building Differentiated Product Experience 
Through Intelligent Quality Engineering | August 2018

Leading the Pack: Trends for the Top 200 Engineering Research & Development (ER&D) Enterprises | May 2018

Cyient Acquires AnSem N.V. – Riding the Growth Wave of Semiconductor Engineering Outsourcing | May 2018

Closing the Gap - The Future of IT Skills in the United States | April 2018

Supply Chain Excellence – Demystifying the Digitalization Journey | April 2018

Top 20 Software Engineering Trailblazers: The DevOps Enablers | January 2018

Digital Vortex in The Mobility World – Automotive Engineering Services PEAK Matrix™ Assessment 2017 and Profiles Compendium | 
December 2017

Software Product Engineering Services – Market Trends and Services PEAK Matrix™ Assessment: Adapting to the New Normal |
December 2017

Altran Acquires Aricent for US$2 billion: Signaling a Wave of Consolidation | December 2017

Top 20 Automotive Trailblazers: The Value Chain Disruptors | October 2017

India Takes the Pole Position in Talent Availability for Automotive Engineering Services | July 2017

Designing Products in the Age of Human-Machine Nexus for the Global Connected Ecosystem | June 2017

Identifying the Right Partners for Quality Management in the Engineering Services Industry – Service Provider Landscape | May 2017

In Pursuit of Product Excellence: Quality Management in the Engineering Services Industry | May 2017

The Evolving Demand Paradigm in the Engineering and Research and Development (ER&D) Services Industry | November 2016

Innovation Beyond Borders – Global Talent Hotspots for Engineering Services and Research & Development (ER&D) | August 2016
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Contracting for Agile: Lessons From the Trenches in Sourcing Agile 
Development | Webinar | September 2018

Sourcing RPA: Latest Developments and Enterprise Implications | 
Webinar (Hosted by the New England chapter of IAOP) | September 
2018

Artificial Intelligence-led Alert Correlation | Webinar | September 2018

Q3 2018 Market Vista™ Update, and Key Implications of the 
Pressing Issues of the Global Services Market | Webinar | 
August 2018

Sourcing RPA: Latest Developments and Enterprise Implications | 
Webinar | August 2018

Digital Transformation: Ready or (Probably) Not? | Webinar | 
July 2018

Digital Insurer of the Future — June 27 | Webinar | June 2018

Unpacking the Evolving RPA Market and Software Offerings: Insights 
from our RPA PEAK Matrix™ Assessment | On-Demand Webinar | 
May 2018

Webinar Deck: Top 5 RPA Myths Dispelled: Insights from our RPA 
Pinnacle Model™ Assessment | April 2018

Intelligent Workplaces: Enriching UX with Enterprise Chatbots –
March 14 | Webinar | March 2018

Q1 2018 Market Vista™ Briefing: 2017 in Review & 2018 Predictions 
| Webinar | January 2018

Don’t Be an RPA Loser – Making the Most of Your RPA Deployments 
| Virtual Roundtable | December 2017

The Philippines is Pivoting to Deliver Customer Experience of the 
Future | December 2017

Practical Insights: Tips for Managing and Optimizing Service Delivery 
in Latin America PLUS a 3rd Quarter Market Vista™ Update | 
November 2017

Accelerate the impact of digital in your enterprise: learn what 
Pinnacle Enterprises™ are doing | November 2017

Are You Ready for Disruptions in Your Delivery Locations Strategy? 
Shaping Your Business and Talent Needs for the Future |
October 2017

Past Webinars

Reimagining the Employee Experience in the Age of Artificial 
Intelligence | August 2018

Scaling Artificial Intelligence Adoption – A Practical IT Guidebook | July 
2018

Analytics Business Process Services (BPS) – Service Provider 
Compendium 2018 | July 2018

Atos Acquires Syntel: Can Atos Win in the North American 
Battleground? | July 2018

EU GDPR: What Does the Disruption Mean for Your Industry | July 2018

Analytics Business Process Services (BPS) – Service Provider 
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