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Executive Summary

Although outsourcing to contract research organizations (CROs) has been an industry 

standard for decades, the improvements in technology and accompanying reductions in 

cost have led many biopharma companies to increasingly rely on CRO partners for more 

strategic and business critical activities.

Another area affected by the trend toward more outsourcing is the manufacturing supply 

chain function of life science providers that often engage a global network of contract 

manufacturers for the production and distribution of medical devices, drugs, vaccines and 

tests. Digital transformation plays an important role in this area as supply chains become 

increasingly automated, using connected sensors and intelligent automation to improve 

efficiencies. Digital services can also help life sciences companies comply with a complex 

and changing regulatory landscape.  

Direct interaction between drug manufacturers, healthcare providers and patients has 

increased because of the pandemic and will continue as it subsides because of proven 

capabilities, efficiencies and cost savings. With the wider adoption of technologies such as 

telemedicine and remote monitoring, it is easier for doctors to stay connected with patients 

EXECUTIVE SUMMARY
DIGITAL AS SUCCESS FACTOR IN THE LIFE SCIENCES 
INDUSTRY

The life sciences industry is going digital. For biotech and pharmaceutical firms, innovation 

is an imperative. Digitization is rapidly expanding. Just a short while ago the expansion 

of electronic filing to support the management of safety information and in support of 

clinical trials was considered leading edge. Unprecedented challenges caused by COVID-19 

are continuing to push the digital envelope to include all aspects of patient engagement, 

telemedicine and areas of drug development that were once considered off limits. As these 

new approaches take hold, regulatory hurdles and cost pressures have never been higher. 

Blockbuster mergers have begotten costly integration efforts. The competitive landscape 

has never been more dynamic — and global.

In addition to helping meet the demands of the pandemic, digital innovation is expanding 

in response to multiple other environmental challenges.  Global demographic trends, 

with an aging population, have increased the demand not just for more medical care, but 

also for more efficient delivery mechanisms. And economic drivers such as lower prices, 

wider availability and improving digital infrastructures contribute to both demand and 

investment. Improvements in methods accompany ongoing innovation to further promote 

digital solutions.
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on a regular basis and for a variety of functions. For example, reminders can be sent to 

personal (wearable) devices integrated with remote monitoring of patients for specific 

conditions, such as high blood pressure or blood sugar, to regulate adherence to a specific 

therapy or administration of medicine. Personalized medicines/therapies will advance; for 

instance, specific drugs will be developed and produced in accordance with the genetic 

and health profiles of a patient. All such capabilities require advanced digital capabilities; 

as a result, IT is becoming an integral part of the life sciences industry.

But digital services for life sciences use cases are complex, so transformation of the life 

sciences industry requires extensive support and services from suitable providers. In 

addition to the CROs, the traditional IT providers are also important players in this market. 

These two groups of providers show converging developments in the recent years. Several 

CROs have developed sophisticated IT capabilities in response to client demand for en-

riched services that include advanced technological solutions. Concurrently, traditional IT 

providers are on the path of developing deeper domain expertise in life sciences to offer 

comprehensive solutions specific to this industry. In addition, CROs and IT providers are 

increasingly combining their respective capabilities to meet the changing demands of life 

sciences clients. This overlap in functions of CROs and IT providers is expected to continue 

in the future. Hence, both groups of providers are a part of the evaluation for this study as 

they are increasingly addressing the same requirements. 

© 2021 Information Services Group, Inc. All Rights Reserved.
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The scope of this study takes the trends described above into consideration with focus on 

three major quadrants, namely, Clinical Development, Patient Engagement and Manufactur-

ing Supply Chain. In the clinical development and patient engagement quadrants CROs play 

an important role and depending on the implementation a CRO or a classical IT provider 

could be the appropriate choice for the development of a solution. In the manufacturing 

supply chain quadrant, IT providers dominate since manufacturing is not the core compe-

tency of CROs.
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Definition  
The healthcare and life sciences industry is, more than ever, under 
considerable pressure to change. The COVID-19 pandemic and public 
demand for more effective outcomes are accelerating the actions needed for 
improved healthcare and patient-centric business models. All segments of 
the industry are being compelled to comply with new regulations, engage in 
mergers and acquisitions (M&A) to stay competitive and adapt to the needs 
of a large aging population. Yet, blockbuster mergers have precipitated 
costly integration efforts. Also, consumers expect advanced and convenient 
digital service delivery. At the same time, many companies are struggling 
to stay apace with growing demands for their services as well as mounting 
competitive pressures.

 � Simplified Illustration

Life Sciences Digital Services 2020

Clinical Development Digital 
Transformation Services

Patient Engagement Digital 
Transformation Services

Manufacturing Supply Chain 
Digital Transformation Services

 � Source: ISG 2020
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Definition (cont.) 

As new business approaches take centerstage, regulatory hurdles and cost 
pressures have never been higher and the competitive landscape has never been 
more dynamic and global. In this context, innovation is imperative; medical device 
companies are increasingly focusing on the efficiency of the supply chain and 
recognizing that innovation is the key to growth and survival.

Successful organizations in the healthcare and life sciences industry have been 
meeting these challenges by engaging in the following:

1. Driving targeted investments and constant cost control;

2. Using advanced technology and digital operating models; 

3. Focusing on improved and innovative patient engagement.

IntroductionISG Provider Lens™ Quadrant Report  |  March 2021

Scope of the Report
In life sciences, while managed and strategic services are available for pharmaceuticals and 

research organizations, this study focuses on what ISG perceives as most critical in 2020, namely, 

Clinical Development, Patient Engagement and Manufacturing Supply Chain Services.

Participating service providers are evaluated on how they are an extension of a client’s technology 

organization and involved in creating blueprints, architecture frameworks and management 

processes. They are also measured on factors such as brand recognition in the markets 

under study, market reach and the number and quality of clients. Also, they are evaluated on 

parameters such as annual revenue, assigned professionals (resources) and R&D investments.
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Provider Classifications

The provider position reflects the suitability of IT providers for a defined market 

segment (quadrant). Without further additions, the position always applies to all 

company sizes classes and industries. In case the IT service requirements from 

enterprise customers differ and the spectrum of IT providers operating in the local 

market is sufficiently wide, a further differentiation of the IT providers by performance 

is made according to the target group for products and services. In doing so, ISG 

either considers the industry requirements or the number of employees, as well as the 

corporate structures of customers and positions IT providers according to their focus 

area. As a result, ISG differentiates them, if necessary, into two client target groups that 

are defined as follows:

 � Midmarket: Companies with 100 to 4,999 employees or revenues between US$20 million and 

US$999 million with central headquarters in the respective country, usually privately owned. 

 � Large Accounts: Multinational companies with more than 5,000 employees or revenue above 

US$1 billion, with activities worldwide and globally distributed decision-making structures.
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The ISG Provider Lens™ quadrants are created using an evaluation matrix containing four segments (Leader, Product & Market Challenger and Contender), and the providers are positioned 

accordingly.

Provider Classifications

Leader

The Leaders among the vendors/ 

providers have a highly attractive 

product and service offering and a 

very strong market and competitive 

position; they fulfill all requirements 

for successful market cultivation. 

They can be regarded as opinion 

leaders, providing strategic impulses 

to the market. They also ensure 

innovative strength and stability.

Product  
Challenger

The Product Challengers offer 

a product and service portfolio 

that provides an above-

average cover¬age of corporate 

requirements, but are not able to 

provide the same resources and 

strengths as the Leaders regarding 

the individual market cultivation 

categories. Often, this is due to the 

respective vendor’s size or weak 

footprint within the respective 

target segment.

Market  
Challenger

Market Challengers are also very 

competitive, but there is still 

significant portfolio potential and 

they clearly fall behind the Leaders. 

Often, the Market Challengers 

are established vendors that 

are somewhat slow to address 

new trends due to their size and 

company structure, and therefore 

have some potential to optimize 

their portfolio and increase their 

attractiveness.

Contender

Contenders still lack mature products 

and services or sufficient depth and 

breadth in their offering, but also show 

some strengths and improvement 

potential in their market cultivation 

efforts. These vendors are often 

generalists or niche players.
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Each ISG Provider Lens™ quadrant may include a service provider(s) which ISG believes has strong potential to move into the Leader quadrant. This type of provider can be classified as a Rising 

Star. Number of providers in each quadrant: ISG rates and positions the most relevant providers according to the scope of the report for each quadrant and limits the maximum of providers per 

quadrant to 25 (exceptions are possible).

Provider Classifications (cont.)

Rising Star

Companies that receive the Rising Star award have a promising 
portfolio or the market experience to become a leader, including the 
required roadmap and adequate focus on key market trends and 
customer requirements. Rising Stars also have excellent management 
and understanding of the local market. This award is only given to 
vendors or service providers that have made significant progress 
toward their goals in the last 12 months and are expected to reach the 
Leader quadrant within the next 12-24 months due to their above-
average impact and strength for innovation.

Not In

The service provider or vendor was not included in this 
quadrant. There might be one or several reasons why 
this designation is applied: ISG could not obtain enough 
information to position the company; the company does 
not provide the relevant service or solution as defined for 
each quadrant of a study; or the company did not qualify 
due to market share, revenue, delivery capacity, number 
of customers or other metrics of scale to be directly 
compared with other providers in the quadrant. Omission 
from the quadrant does not imply that the service 
provider or vendor does not offer this service or solution, 
or confer any other meaning.
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Life Sciences Digital Services - Quadrant Provider Listing 1 of 2

Clinical Development  
Digital Transformation  

Services

Patient Engagement  
Digital Transformation  

Services

Manufacturing Supply  
Chain Digital Transformation 

Services

Accenture 4 Leader 4 Market Challenger 4 Leader

Atos 4 Market Challenger 4 Leader 4 Leader

Birlasoft 4 Not In 4 Product Challenger 4 Product Challenger

Capgemini 4 Leader 4 Leader 4 Leader

CGI 4 Not In 4 Contender 4 Contender

Cognizant 4 Leader 4 Leader 4 Leader

Covance 4 Market Challenger 4 Not In 4 Not in

DXC 4 Not In 4 Market Challenger 4 Product Challenger

Genpact 4 Not In 4 Rising Star 4 Market Challenger

HCL 4 Leader 4 Leader 4 Leader

Hexaware 4 Product Challenger 4 Rising Star 4 Not In

IBM 4 Market Challenger 4 Market Challenger 4 Not In

ICON 4 Product Challenger 4 Product Challenger 4 Not In
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Life Sciences Digital Services - Quadrant Provider Listing 2 of 2

Clinical Development  
Digital Transformation  

Services

Patient Engagement  
Digital Transformation  

Services

Manufacturing Supply  
Chain Digital Transformation 

Services

Infosys 4 Not In 4 Not In 4 Product Challenger

IQVIA 4 Leader 4 Leader 4 Not In

LTI 4 Not In 4 Not In 4 Product Challenger

Mphasis 4 Not In 4 Contender 4 Not In

NTT DATA 4 Market Challenger 4 Product Challenger 4 Product Challenger

Persistent 4 Contender 4 Product Challenger 4 Contender

PPD 4 Leader 4 Leader 4 Not In

PRA 4 Market Challenger 4 Market Challenger 4 Not In

Stefanini 4 Product Challenger 4 Leader 4 Product Challenger

TCS 4 Leader 4 Leader 4 Leader

Tech Mahindra 4 Product Challenger 4 Product Challenger 4 Product Challenger

Wipro 4 Leader 4 Leader 4 Leader
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Services Quadrants



Enterprises that conduct clinical development across the world are also investing heavily in 

digital technologies for improving operational efficiency, managing regulatory compliance 

and facilitating remote collaboration. 

Healthcare providers and life science leaders should read this report to understand the 

relative positioning and capabilities of providers and thus effectively plan and select the 

appropriate services and solutions related to patient engagement. The report also shows 

how the technical and integration capabilities of a service provider compare with the rest 

in the market.

Security and R&D leaders should read this report to learn how service providers address 

the significant challenges of compliance and security while maintaining a seamless 

experience for remote patients.

IT and digital transformation professionals should read this report to understand how 

providers of patient engagement services fit their digital transformation initiatives and 

how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 

report to develop a better understanding of the current landscape of patient engagement 

service providers.

ENTERPRISE CONTEXT 
Clinical Development Digital Transformation Services
This report is relevant to enterprises across industries and regions for evaluating providers 

of digital transformation services around clinical development.

In this quadrant report, ISG highlights the current market positioning of service providers 

that offer digital transformation services in the clinical development space globally.

The COVID-19 pandemic has forced everyone, from patients to clinical trial coordinators, to 

stay home. As a result, pharmaceutical manufacturers and contract research organizations 

(CROs) across the globe were trying to figure out how to manage clinical trials remotely. 

Clinical development organizations are trying to partner with healthcare payers and 

providers to leverage the data collected over the years and develop new trial protocols that 

enable patients to participate from remote locations.

The growing demand for personalized medicine has also paved the way for artificial 

intelligence (AI) and machine learning (ML). These technologies aim at lowering drug 

development costs and improve the rate at which new drugs are being developed. Although 

the benefits of these technologies are widely known, their adoption is still limited due to 

factors such as the need for transparent algorithms to meet drug development regulations, 

siloed data and data governance-related issues. 

© 2021 Information Services Group, Inc. All Rights Reserved.
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CLINICAL DEVELOPMENT DIGITAL 
TRANSFORMATION SERVICES

Intelligent Business Automation

This quadrant assesses the way service providers help pharmaceutical 

and medical device companies hasten the process of developing and 

bringing products (medicines and devices) to the market. Clinical trials 

are expensive and time consuming, with high failure rates. Life sciences 

companies need to demonstrate the economic and clinical value 

(ECV) of products. Starting early in the value chain, drug discovery and 

lab studies require specific expertise, equipment and processes. As 

development moves into clinical trials, companies need to find, monitor 

and manage participant experience in an evolving landscape. Woven 

throughout this are compliance checks for complex regulations. Digital 

services accelerate many of these processes. Artificial intelligence 

(AI) influences all steps in clinical development by helping to access 

and analyze large data sets, thus driving the value of the data being 

collected. One exciting development in this space is the first AI-

generated drugs starting on human trials.

Definition

© 2021 Information Services Group, Inc. All Rights Reserved.
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Eligibility Criteria

Clinical Development Digital Transformation Services

© 2021 Information Services Group, Inc. All Rights Reserved.
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The pandemic is pushing the need for tests, vaccines and treatments 

within short time frames. For instance, the U.S. Food and Drug 

Administration (FDA) issued emergency use authorizations (EUAs) 

for tests, medical devices and therapeutics to prevent, diagnose and 

treat COVID-19. The intent is to help make medical products available 

as quickly as possible, by allowing previously unapproved medical 

products to reach patients in need, when there are no adequate, FDA-

approved alternatives available. Service providers help companies align 

with the latest developments. 

Service providers also improve the clinical design process with 

collaboration platforms. The use of these platform helps to engage 

participants in clinical trials with digital tools for enrollment and 

motivation management. Also, service providers help implement 

automation for clinical trials, including innovations such as AI in trial 

design, digital monitoring using predictive analytics and end-to-end 

automation for regulatory compliance during clinical trials.

 � Ability to offer alternatives to in-person interactions of researchers and participants such as 

telephone and Internet-connected capabilities;  

 � Established or emerging partnerships with clinical development technology and consulting 

firms;   

 � Capability to support, integrate and modernize legacy systems;  

 � Competencies in developing plans for deploying appropriate technologies and procedures; 

 � Ability to support, scale and update technology tools and platforms;

 � Support the FDA Coronavirus Treatment Acceleration Program (CTAP). The program uses every 

available method to make new treatments for patients available as quickly as possible, while, at 

the same time, determining if they are helpful or harmful.

CLINICAL DEVELOPMENT DIGITAL 
TRANSFORMATION SERVICES

Definition (cont.)
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The following providers could achieve a leader position in this quad-

rant:

 � Accenture, with its INTIENT platform based upon the Google 

cloud, has a comprehensive offering for clinical development that 

includes four major components for research, clinical development, 

pharmacovigilance and patient engagement as well as the managed 

analytics environment.

 � Capgemini offers a comprehensive solution portfolio for the 

development of drugs based on a secure and scalable data 

foundation platform. The process-related components are 

complemented by a strong analytics solution, combining all data 

areas that are relevant for clinical development. 

 � Cognizant’s portfolio includes a powerful platform for decentralized 

clinical trials that follows a strong patient-centered approach. 

Furthermore, the company’s well-designed delivery model is capable 

of leveraging the respective capabilities of its clients.

Observations

© 2021 Information Services Group, Inc. All Rights Reserved.
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 � HCL, with the Study Data Conversion Platform, provides a solution for the secure collection and 

storage of study related data. The company’s portfolio includes a predefined package (Smart 

Clinical Trials) for comprehensive digital support during conducting clinical trials, complemented 

by various logistics services within these trials.

 � IQVIA, based on its rich experience as a CRO, provides a full portfolio of compelling solutions 

for clinical trials. The company’s Master Data Management solution enables the definition and 

implementation of a central global data model. 

 � PPD, as an experienced CRO, offers comprehensive domain knowledge in its services for 

clinical development that includes a comprehensive data portfolio solution that consolidates 

and standardizes data from multiple sources and is complemented by its data integration 

capabilities.

 � TCS, with deep domain expertise and broad experience in clinical development, provides 

powerful platform solutions in this area with strong focus on cost effectiveness with the use of 

automation. 

 � Wipro focuses on the development of advanced analytics solutions within a comprehensive 

framework for clinical development called DICE (Digital Integrated Clinical Enterprise). The 

solutions are primarily cloud-based and highly scalable.

CLINICAL DEVELOPMENT DIGITAL 
TRANSFORMATION SERVICES

Clinical Development Digital Transformation Services
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 CAPGEMINI  

Well-structured and comprehensive support for drug development: Capgemini offers a comprehensive 
solution portfolio for the development of drugs. Based on a secure and scalable data foundation platform, 
the main components include an AI studio for the early drug discovery phases and a development service for 
conducting the subsequent clinical trials. The company’s support for drug development includes partnerships 
with providers of software, specifically designed for clinical trials, as well as integration scenarios with packages 
such as Salesforce and Veeva for use in life sciences environments. 

Highly capable analytics solutions: The company’s portfolio includes a secure and scalable AI-enabled 
platform in the hybrid cloud context capable of delivering trusted data and analytics solutions by considering 
clinical data, laboratory data, epidemiology data and patient data. 

Global approach for developments: The company’s development initiatives are usually conducted in a way 
such that they can be used across countries and in multiple legal contexts, which is specifically important for life 
sciences clients operating globally. 

Capgemini is a provider of consulting, technology and outsourcing services and has a presence in 40 countries. 
The company’s portfolio comprises services, covering the entire application lifecycle and the integration of 
Salesforce into a client’s system landscape. Based in Paris, the company has held a strong position in the life 
sciences market in the U.S. for several years. Capgemini is present in more than 50 countries and employs about 
270,000 people.

Strengths

Overview Caution
Capgemini should offer preconfigured use cases in order to reduce the efforts 
needed for the implementation of a client-specific clinical development solution.

The share of proprietary solution components in the portfolio should be extended 
to reduce dependency on other providers.

Capgemini offers a compelling portfolio of solutions 
for clinical development and is well-suited for 

serving globally operating clients.

2021 ISG Provider Lens™ Leader

Clinical Development Digital Transformation Services



In the current healthcare environment, patient care may involve collaborating across the 

healthcare ecosystem and coordinating care through digital technologies such as mobile 

apps, wearables and self-service portals.

Healthcare providers and life science leaders should read this report to understand 

the relative positioning and capabilities of providers and thus effectively plan and select 

services and solutions related to patient engagement. The report also shows how the 

technical and integration capabilities of a service provider compare with the rest in the 

market.

Security and R&D leaders should read this report to learn how service providers address 

the significant challenges of compliance and security while maintaining a seamless 

experience for remote patients.

IT and digital transformation professionals should read this report to understand how 

providers of patient engagement services fit their digital transformation initiatives and 

how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 

report to develop a better understanding of the current landscape of providers offering 

patient engagement services.

ENTERPRISE CONTEXT 
Patient Engagement Digital Transformation Services
This report is relevant to enterprises across industries for evaluating providers of digital 

transformation services around patient engagement.

In this quadrant report, ISG highlights the current market positioning of service providers 

that offer digital transformation services in the patient engagement space globally.

The pursuit of a seamless and reminiscent patient engagement and experience has always 

been an integral priority for healthcare providers. Life sciences organizations are realizing 

they need to be patient centric. Typically, service providers support healthcare and life 

sciences companies to deepen their connections with patients by utilizing technology that 

enables patients to better understand and manage their own health. In order to do so, 

service providers have to improve their domain expertise in addition to their technological 

capabilities.

Factors such as the aging population and the ongoing pandemic have created opportunities 

for technology providers to produce innovative solutions. Some of them include wearable 

technologies and mobile health applications which are gaining momentum around the 

world.

© 2021 Information Services Group, Inc. All Rights Reserved.
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PATIENT ENGAGEMENT DIGITAL 
TRANSFORMATION SERVICES

Artificial Intelligence for IT operation (AIOps) - Large Accounts

This quadrant assesses service providers that offer life sciences 

customer services through supporting processes and platforms. life 

sciences companies are engaging directly with patients to improve 

their products as well as patient outcomes. The end goal is to improve 

patient experience during the development lifecycle all the way through 

to outcomes in collaboration with providers. With the pandemic, 

patient engagement increasingly means remote rather than in-person 

consultations. Electronic enrollment while monitoring is with the 

help of connected sensors in homes or care facilities. In addition to 

enhancing enrollment and participation in clinical trials, improved 

patient engagement helps ensure compliance with therapies and 

reduces drop-out rates. Digital medicine is also an emerging area, with 

a broader use of smart pills and wearables. At the same time, robotics 

and drones have the potential for enhancing the collection and value 

of data and therapeutic delivery. The connected technologies require 

secure, efficient and compliant data exchange to inform stakeholders in 

the patient care value chain, while adhering to regulations.

Definition

ISG Provider Lens™ Quadrant Report  |  March 2021
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Eligibility Criteria

Patient Engagement Digital Transformation Services

© 2021 Information Services Group, Inc. All Rights Reserved.
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 � Ability to build a differentiated patient experience;

 � Capability to select, implement and manage patient engagement 

services and platforms; 

 � Adept at providing consumer-friendly interactions with digital 

services;   

 � Deep knowledge of device technologies and ability to develop 

suitable device strategies;

 � Competencies in device security and data privacy measures;

 � Ability to share data and analyses in an integrated ecosystem for 

communication, education and marketing.

Observations
The following providers could achieve a leader position in this quadrant:

 � Atos, with its Patient PULSE product, provides a compelling multi-channel, dynamic patient 

engagement framework to ensure patient satisfaction. Furthermore, the company’s portfolio 

includes an EHR solution that can support medical practices and healthcare networks.

 � Capgemini, apart from a rich experience in the utilization of consumer devices for connected 

health solutions, offers a powerful framework for the development of Software-as-a-Medical-De-

vice (SaMD). Compelling preconfigured solutions for electronic health records (EHR) complete 

the portfolio.

 � Cognizant exhibits a strong focus on patient-centric solutions, which is illustrated by its 

powerful solution, based on Salesforce, enabling physicians, nurses, pharmacists to be digitally 

connected for the purpose of medication for patients. 

 � HCL’s portfolio includes patient-engagement solutions that take a persona-based approach. 

Another important aspect of its portfolio is a focus on mobile enablement for patients.

 � IQVIA offers a compelling patient engagement solution in the form of a SaaS suite, called 

Orchestrated Patient Engagement (OPE). Furthermore, the provider takes a data-oriented 

approach to offer a master data management solution for the definition and implementation of 

a central global data model. 

PATIENT ENGAGEMENT DIGITAL 
TRANSFORMATION SERVICES
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 � PPD offers a variety of patient-centric solutions designed to improve 

the relationship between patients and physicians. The company’s 

portfolio also includes a solution for secure data extraction from 

EMR systems in hospitals by complying with all patient privacy and 

data security requirements. 

 � Stefanini has a strong portfolio for patient engagement that 

includes a sophisticated patient-centric platform for clinical trials 

with comprehensive mobile enablement features that enable it to 

collect patient related data with mobile devices. 

 � TCS’ powerful Health360 platform includes functionalities such as 

remote patient monitoring and telehealth, facilitating personalized 

interaction with patients. Integrated processes between patients 

and physicians are enabled by cloud-based automated collection of 

patient-related data.  

Observations (cont.)

© 2021 Information Services Group, Inc. All Rights Reserved.
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 � Wipro enables a comprehensive automated collection of data for electronic health records 

(EHRs) by connecting various health, fitness, laboratory and medical devices with a centralized 

platform. The company also has a strong focus on user experience in the context of patient 

engagement.

The following providers could position themselves as Rising Stars in this quadrant and exhibit the 

potential to achieve a leader position in future:

 � Genpact takes an omnichannel approach to patient engagement that includes medical science 

liaisons (MSLs) of all kinds, call center functionalities, mobile apps and web functions. Most 

of the solutions include mobile apps that provide the functionalities to all parties involved 

(patients, physicians, nurses etc.).

 � Hexaware’s key offering is a strong SaaS solution suite, CarrotCube, based on Salesforce. It 

includes numerous functionalities such as tracking adherence to medication and collecting other 

vital data. CarrotCube is fully mobile enabled.

Patient Engagement Digital Transformation Services

PATIENT ENGAGEMENT DIGITAL 
TRANSFORMATION SERVICES
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 CAPGEMINI 

Capgemini can refer to its impressive 
portfolio regarding patient engagement 

services, which will be strengthened further 
with other relevant acquisitions.

The integration of Altran into Capgemini’s portfolio will probably need additional 
time to address the engineering service-related issues and realize the full benefit of 
the latter’s portfolio. 

Capgemini is a provider of consulting, technology and outsourcing services, and has a presence in 40 countries. 
The company’s portfolio comprises services, covering the entire application lifecycle and integration of Sales-
force into a client’s system landscape. Headquartered in Paris, the company has held a strong position in the 
life sciences market in the U.S. for several years. Capgemini is present in more than 50 countries and employs 
about 270,000 people worldwide.

CautionOverview 

2021 ISG Provider Lens™ Leader

Patient Engagement Digital Transformation Services

Framework for Software-as-a-Medical-Device: Capgemini is certified according to ISO 13486 to offer 
Software-as-a-medical-device (SaMD) and offers a framework to support all relevant development phases. The 
main components are frontend development, including mobile and web apps; backend foundation, including a 
secure and scalable data platform and analytics and AI; and secure implementation of the frontend-to-backend 
connectivity and systems integration.

Powerful preconfigured solutions: Capgemini’s portfolio includes a number of preconfigured solutions 
around the medical data of patients, for instance, the Smart Medication Adherence is a complete IoT-enabled 
application for patient adherence. The recent acquisition of the engineering services provider, Altran, has 
enhanced Capgemini’s capabilities in the space of IoT-enabled solutions, such as the integration of medical-
grade sensors, significantly.

Rich experience in utilization of consumer devices for connected health solutions: Capgemini has 
significant experience and related capabilities in the utilization of consumer devices such as smartphones and 
wearables to offer patient-centric digital health solutions such as apps for continuous monitoring of blood 
pressure and heart rate.

Strengths



Healthcare, supply chain and logistics leaders should read this report to understand 

the relative positioning and capabilities of providers and thus effectively plan and select 

the appropriate services and solutions related to the manufacturing supply chain. The 

report also shows how the technical and integration capabilities of a service provider 

compare with the rest in the market.

Security, marketing and R&D leaders should read this report to see how service 

providers address the significant challenges of compliance and security while keeping the 

manufacturing supply chain seamless.

IT and digital transformation professionals should read this report to understand how 

providers of manufacturing supply chain services fit their digital transformation initiatives 

and how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 

report to develop a better understanding of the current landscape of providers offering 

manufacturing supply chain services.

ENTERPRISE CONTEXT 
Manufacturing Supply Chain Digital Transformation 
Services
This report is relevant to enterprises across industries for evaluating providers of digital 

transformation services for the manufacturing supply chain.

In this quadrant report, ISG highlights the current market positioning of service providers 

that offer digital transformation for the manufacturing supply chain globally.

Due to the COVID-19 crisis, managing a supply chain in an organization with a broad 

geographical spread and many different regulatory structures has become a challenge. 

This makes the monitoring and controlling of operational performance a complex issue for 

life science professionals. These challenges have made life science companies to scale up 

their supply chains efficiency. Globally, life sciences supply chains must transform to help 

organizations create and deliver a shared value focused on personalized outcomes that are 

fueled by unlocking the power of data. 

An optimum supply chain strategy must align the physical network available, create a 

supporting organizational infrastructure and ensure uniformity in both the IT system 

and internal communication procedures. Improving the supply chain facility increases 

shareholder value and provides a competitive advantage in sales channels by accelerating 

the launch of new products.

© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  March 2021

2121



Artificial Intelligence for IT operation (AIOps) - Mid market

This quadrant assesses service providers that work with clients in life 

sciences to improve the manufacturing supply chain. Disruptions in 

the manufacturing supply chain because of the COVID-19 pandemic 

are now well known. Around the world there have been shortages 

in personal protective equipment (PPE) and COVID-19 testing and 

treatments. In some regions, there are changes or reductions in manual 

inspections by regulatory personnel as well as changing reporting 

requirements. For an industry dependent on materials from across the 

globe, the disruption of supply chains has come as a major challenge. 

The pandemic has led to a series of disruptions because of restrictions 

in movement. ISG expects a shift to localization of supply chains to 

reduce risks.

Definition
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Eligibility Criteria

Manufacturing Supply Chain Digital Transformation Services
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Manufacturers are using technology such as sensors for monitoring 

equipment health and predicting maintenance needs to reduce 

downtime. Many components of the manufacturing supply chain 

rely heavily on collaborative engagement between companies, and 

technology often provides the most effective means to engage across 

systems or processes. To move inventory as fast as possible to where 

it is needed requires appropriate analytics and AI. blockchain helps 

maintain the chain of custody that is important in life sciences.

Despite the advent of advanced technologies such as automation and 

the use of AI, making accurate forecasts on shipments is an ongoing 

challenge for logistics managers. Visibility in the supply chain is 

hampered by costly and variable manual processes that reduce the 

accuracy of the forecast. Often, historical data needed for efficient 

planning is unavailable or tied up in inaccessible legacy systems. 

Logistics managers also struggle to provide accurate and real-time 

estimates arrival time because of the complexity of the current 

transportation logistics.

MANUFACTURING SUPPLY CHAIN DIGITAL 
TRANSFORMATION SERVICES

 � Capabilities in assessing existing supply chains and recommending strategy, process and 

technology changes to improve efficiencies, lower risks and reduce costs;

 � Ability to transform manufacturing through digital and IoT, using a variety of automatic identifi-

cation and data capture (AIDC) technologies;

 � Adept at providing real-time visibility in logistics, using sensors connected to systems to get 

status information (such as location or temperature) to the right people rapidly, while also 

changing routes as required and predicting problems;

 � Ability to provide solutions for complex supply chain structures, including complex connectivity 

with contract manufacturing and advanced technologies for track and trace;

 � Established or emerging partnerships with manufacturing supply chain specialists in life sciences 

and relevant technology providers;

 � Expertise in import/export compliance.

Definition (cont.)
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 � Accenture, with the platform-oriented approach, Industry X.0, 

follows a comprehensive strategy, covering the essential aspects of 

digitalization in manufacturing. The recent acquisitions of the Italy-

based PLM Systems and Ireland-based Enterprise System Partner 

(ESP) has enriched the company’s portfolio significantly.

 � Atos has deep expertise in the digital transformation of 

manufacturing processes, where its Intelligent Supply Chain 

strategy is a combination of various technologies (infrastructure and 

application) for the optimization of supply chain processes in general 

and for life sciences in particular.

 � Capgemini, with its global delivery model that exhibits a good 

balance of onshore with nearshore and offshore capabilities, offers 

a comprehensive solution portfolio for the digital transformation of 

manufacturing. After the acquisition of Altran, the aspects related to 

engineering services have also been covered.

Observations
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 � Cognizant makes large investments in future trends such as personalized care and has 

strong ERP capabilities. With the recent acquisition of Ireland-based Zenith Technologies, 

Cognizant could significantly improve its expertise on the shop floor level, for instance, around 

Manufacturing Execution Systems (MES).

 � HCL’s smart use of tracking technologies such as RFID, Bluetooth and QR Codes for tracking 

assets within the supply chain is one of its most important credentials. Furthermore, the 

company has developed an SAP S/4 HANA template specifically for the requirements of life 

science customers.

 � TCS has a strong global delivery concept with a dedicated onshore presence in many countries, 

specifically in the U.S. and several countries in Europe, leading to extensive experience in the 

implementation and continuous operation of large ERP systems that are typical for life science 

companies with a global presence.

 � Wipro, with Manufacturing IQ (MIQ), has developed a cloud-based suite of manufacturing 

intelligence applications that complements its deep expertise in all aspects of ERP to support 

manufacturing and supply chain functionalities, specifically for SAP S/4HANA.

MANUFACTURING SUPPLY CHAIN DIGITAL 
TRANSFORMATION SERVICES

Manufacturing Supply Chain Digital Transformation Services



2525

ISG Provider Lens™ Quadrant Report  |  March 2021

© 2021 Information Services Group, Inc. All Rights Reserved.

 CAPGEMINI

Capgemini offers a rich portfolio of manufacturing 
and supply chain related solutions for life sciences 

that, as an exceptional feature, also includes 
numerous engineering related aspects.

Clients find it difficult to understand its complex portfolio with numerous solutions; 
designing a catalog with standardized entry-level packages and suitable extensions 
can increase transparency.

Comprehensive solution portfolio for the digital transformation of manufacturing: With its Smart Factory 
model, Capgemini offers a comprehensive set of solutions, covering all steps from planning and execution, 
including shop-floor functionalities, to advanced supply chain logistics, for instance, IoT- and blockchain-based 
applications targeting logistics and supply chain operations (Trusted Logistics). The broad capabilities in SAP 
ERP and similar packages are another important factor to be mentioned in this context. These process-related 
functionalities are complemented by powerful analytics capabilities. 

Coverage of engineering related functionalities: The company’s solution portfolio includes broad 
functionalities, supporting the maintenance of plants and other engineering related functionalities. The recent 
acquisition of the engineering services provider, Altran, has enhanced Capgemini’s capabilities in the space of 
IoT-enabled solutions for the integration of sensors, smart devices, wearables etc.

Well-balanced global delivery model: Capgemini operates a global delivery model that is a good balance of 
onshore representation, for ensuring customer proximity, and nearshore and offshore capabilities for cost 
effectiveness.  

Capgemini is a provider of consulting, technology and outsourcing services with a presence in 40 countries. 
The company’s portfolio comprises services, covering the entire application lifecycle and the integration of 
Salesforce into a client’s system landscape. Based in Paris, the company has held a strong position in the life 
sciences market in the U.S. for several years. It is present in more than 50 countries and employs about 270,000 
people.

Caution

Strengths

Overview 

2021 ISG Provider Lens™ Leader

Manufacturing Supply Chain Digital Transformation Services
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The research study “ISG Provider Lens™ 2020 – Life Sciences Digital Services” 

analyzes the relevant software vendors/service providers in the global market, 

based on a multi-phased research and analysis process, and positions these 

providers based on the ISG Research methodology 

The study was divided into the following steps

METHODOLOGY

1. . Definition of Life Sciences Digital Services market

2. Use of questionnaire-based surveys of service providers/vendor across all 

trend topics

3. Interactive discussions with service providers/vendors on capabilities 

& use cases

4. Leverage ISG’s internal databases & advisor knowledge & experience 

(wherever applicable)

5. Detailed analysis & evaluation of services & service documentation based 

on the facts & figures received from providers & other sources.

6. Use of the following key evaluation criteria:

 − Strategy & vision

 − Innovation

 − Brand awareness and presence in the market

 − Sales and partner landscape

 − Breadth and depth of portfolio of services offered

 − Technology advancements
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Mr. Suletzki relies on a deep understanding of core business processes and in-depth know-how of IT management. He has more than 30 years of experience as 
Senior IT Manager, Senior Project Manager and – at the beginning of his career – as IT consultant. His main areas of expertise comprise IT application management, 
IT architecture, data modelling as well as IT sourcing strategy and execution

Rainer acts as independent consultant with a focus upon application management for SAP and specifically for SAP HANA. On behalf of ISG he conducts studies 
within the framework of ISG Provider Lens and takes on client projects with definition of IT strategy and the resulting sourcing decisions.

Before becoming an independent consultant, Rainer worked more than 30 years for a global German Life Science corporation.

Rainer holds graduate degrees in Economics and Computer Sciences.

Rainer Suletzki, Author
Senior Advisor
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Sidhanth Prasad is a research analyst at ISG and is responsible for supporting Provider Lens™ studies on Healthcare and Lifesciences. During his tenure, he has 
developed content for ISG Provider Lens™ in the areas of Healthcare and Life Sciences. He is responsible for supporting research authors and authoring blogs, 
enterprise content and the Global Summary report with market trends and insights.

Sidanth Prasad, Enterprise Context and Global Overview Analyst
Research Analyst

Ammar is a lead analyst with ISG Provider Services. At ISG he works on provider workshops, thought papers and IPL studies focused on the Media, Healthcare and 
Life Sciences industries. He also tracks and assesses digital transformation trends and the impact of emerging technologies across the Healthcare and Life Sciences 
verticals. During his tenure, he has developed content for ISG Momentum™ and ISG Provider Lens™ in the areas of Healthcare, Life Sciences and Manufacturing 
industries. He is responsible for supporting research authors and authoring blogs, enterprise content and the Global Summary report with market trends and 
insights.

Ammar Mohammed, Enterprise Context and Global Overview Analyst
Senior Analyst
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Mr. Aase brings extensive experience in the implementation and research of service integration and management of both IT and business processes. With over 
35 years of experience, he is highly skilled at analyzing vendor governance trends and methodologies, identifying inefficiencies in current processes, and advising 
the industry. Jan Erik has experience on all four sides of the sourcing and vendor governance lifecycle - as a client, an industry analyst, a service provider and an 
advisor. Now as a research director, Partner and Global Head - ISG Provider Lens™, he is very well positioned to assess and report on the state of the industry and 
make recommendations for both enterprises and service provider clients.

Jan Erik Aase, Editor
Partner and Global Head - ISG Provider Lens™
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ISG (Information Services Group) (Nasdaq: III) is a leading global technology research and advisory 
firm. A trusted business partner to more than 700 clients, including more than 75 of world’s top 100 
enterprises, ISG is committed to helping corporations, public sector organizations, and service and 
technology providers achieve operational excellence and faster growth. The firm specializes in digital 
transformation services, including automation, cloud and data analytics; sourcing advisory; managed 
governance and risk services; network carrier services; strategy and operations design; change man-
agement; market intelligence and technology research and analysis. Founded in 2006, and based in 
Stamford, Conn., ISG employs more than 1,300 digital-ready professionals operating in more than 20 
countries—a global team known for its innovative thinking, market influence, deep industry and tech-
nology expertise, and world-class research and analytical capabilities based on the industry’s most 
comprehensive marketplace data. For more information, visit www.isg-one.com.

http://www.isg-one.com
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