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ISG Provider Lens™ delivers leading-edge and actionable research studies, reports 

and consulting services focused on technology and service providers’ strengths and 

weaknesses and how they are positioned relative to their peers in the market. These 

reports provide influential insights accessed by our large pool of advisors who are 

actively advising outsourcing deals as well as large numbers of ISG enterprise clients 

who are potential outsourcers.

For more information about our studies, please email ISGLens@isg-one.com,  

call +49 (0) 561-50697537, or visit ISG Provider Lens™ under ISG Provider Lens™.

ISG Research™ provides subscription research, advisory consulting and executive 

event services focused on market trends and disruptive technologies driving change 

in business computing. ISG Research™ delivers guidance that helps businesses 

accelerate growth and create more value.

For more information about ISG Research™ subscriptions, please email 
contact@isg-one.com, call +49 (0) 561-50697537 or visit research.isg-one.com.

Information Services Group Inc. is solely responsible for the content of this report.  

Unless otherwise cited, all content, including illustrations, research, conclusions, 

assertions and positions contained in this report were developed by, and are the sole 

property of Information Services Group Inc. 

The research and analysis presented in this report includes research from the ISG 

Provider Lens™ program, ongoing ISG Research programs, interviews with ISG advisors, 

briefings with services providers and analysis of publicly available market information 

from multiple sources. The data collected for this report represents information that 

ISG believes to be current as of September 2021, for providers who actively participated 

as well as for providers who did not. ISG recognizes that many mergers and acquisitions 

have taken place since that time, but those changes are not reflected in this report.

All revenue references are in U.S. dollars ($US) unless noted. 

The lead author for this report is Ron Exler. The editors are Jack Kirshbaum and Ipshita 

Sengupta. The research analyst is Sidhanth Prasad and the data analyst is Rajesh 

Chillappagari. The quality and consistency review team advisors are Bob Krohn, James 

Burke and SG Anand.
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Executive Summary

 � Effects on balance sheets, assets and resources

 � Insurance coverage and plan shifts

Value-based care continues to take center stage, with a growing focus on remote/virtual 
care, including telehealth. Related to this is the consumerization of healthcare, with 
more convenience and easy access to information and services. Concurrently, mental 
health issues have become more visible with growing recognition that healthcare needs 
to address the overall well-being of those affected, by considering physical as well as 
emotional well-being. Patient-centric care using digital tools continues to spread and gain 
significance, for both healthcare personalization and enhanced data collection. These tools 
are improving with the use of AI and real-time analytics, but they still need integration with 
in-person care (Figure 1). Another aspect of value-based care is the emergence of payment 
models not dependent on insurance such as the direct primary care model. Future 
uncertainties around value-based care include:

 � Data-related issues, including transparency, privacy, algorithm bias and data 
fragmentation/consistency  

 � Equity of access for those with limited broadband or lack of modern connected 
technologies

 � Delivery of care to an aging population 

 � Consistency of reimbursement for remote care 

 � Risk sharing between payers and providers

EXECUTIVE SUMMARY
Healthcare in the U.S. continues to be a difficult course to navigate, whether one is a 
provider or a consumer of related services. A combination of the ongoing pandemic, 
changing regulations, technological advances, rising costs and new entrants mean the 
choppy waters will continue into 2022. All these factors point to a growing need for service 
providers, such as the ones in this study, to plan and deliver the digital transformation 
services vital for healthcare companies to land safely. The data reflects that growth 
assertion. The ISG Index measured through Q3 2021 for the U.S. Healthcare and Pharma 
sector, annual contract value bookings shows the combined markets of managed services 
and “as a service” up by 10% to US$3.6 billion in 2021.  

Looking across the findings for this study, ISG notes several overarching changes/themes 
that drive or affect digital transformation in healthcare: the COVID-19 pandemic, value-
based care, information access and business model disruption. We discuss each below, 
identifying the associated uncertainties. 

Learning from the COVID-19 pandemic, the U.S. healthcare system evolved in 2021, with 
increased focus on social determinants of health and healthcare equity, supply chain 
issues, workforce challenges, deferred/missed care and the long-term repercussions of 
COVID-19 on both patients and the healthcare ecosystem. Other uncertainties related to 
the pandemic include:

 � Care complexity, including support for an increasing number of patients with chronic 
conditions that are not yet back to pre-pandemic conditions

 � Unclear societal response to Delta, Omicron and other possible variants in the future 
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Executive Summary

Source: ISG Research.

Fig 1

Healthcare Uses Analytics and IoT to Personalize Engagement

Use of technology including analytics and IoT to personalize healthcare is gaining traction

Increasing Focus on Patient Centricity

Increased 
Interaction 

with Patients

Wearables such as medical 
implants and tracking devices 
help monitor patient health

Effective use of data analytics 
help understand and improve 
efficacy of treatments

Mobile apps help to monitor 
patient status and manage 
diseases better

Digital channels can also be 
used for social influence and 

promote a culture of wellness

Patients are becoming vocal to 
influence the course and make 

choices regarding their own care
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Wrapped up with the pandemic and value-based care is the need to access and share 
medical information that can help improve patient expectations and outcomes. In the 
U.S., the healthcare system is evolving to ensure cost transparency to consumers and 
enable improved access to medical data needed by the various stakeholders (including the 
patient) involved in patient care. The federal government has mandated some access and 
sharing regulations that rely on improving interoperability. In this study, ISG asked service 
providers about their interoperability services. Although these providers offer expert 
advice and tools, the uptake of interoperability services in 2021 was less than expected. 
The uncertainties that continue to plague interoperability are related to the following: 

 � The magnitude of regulatory oversight concerning the future of healthcare, at all 
government levels

 � Enforcement of additional regulations and standards

 � Clarification on government and industry requirements related to reporting and  
quality measures

 � Access of legacy health tech solutions and data, some of which is moving to 
cloud platforms

The final category of major change in the healthcare ecosystem is the continuing disrup-
tion triggered by technology companies, retailers, telecom providers and banks, as well 
as consolidations via mergers and acquisitions. Basic primary care is being provided by 
big-box stores and pharma chains. Provider and employer arrangements with payers are 
changing the nature of partnerships with insurance companies, or "payviders" as they 

are now often described. Future uncertainties in the ecosystem include the long-term 
commitment of new entrants, the market responses to them, and the outcomes of the 
mergers and acquisitions. 

The four categories of change (mentioned above) lead to the following challenges in digital 
transformation for payers and healthcare providers:

 � Regulation: Government oversight, deadlines and modifications require significant 
attention. Payers and healthcare providers continue to modify business practices 
involving information exchange and delivery of electronic health information.

 � Technology: Systems in healthcare reflect complexity, disparity, aging and 
disconnection. The result is fragmented patient member data that is untenable 
for digitization. 

 � Financial ambiguity: Demographic shifts and lifestyle changes are intensifying cost 
pressures on healthcare systems. The losses related to COVID-19, among hospitals 
and other healthcare providers, have been substantial. Payers find it difficult to predict 
their costs and revenue. All entities continue to search for operational cost takeout.

 � Organization change management: Healthcare organizations resist change, avoid 
risks and suffer technical debt. The industry has complex processes and multifaceted 
product mixes. Another layer of risk management is related to privacy and security 
requirements and concerns.

This study reveals that many service providers are available to help healthcare 
organizations with these challenges. The companies have the skills, industry expertise, 
tools and partnerships to assist in healthcare digital transformation. Across this cohort of 
service providers, the study affirms experience in several key areas:

Executive SummaryISG Provider Lens™ Quadrant Report  |  December 2021
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 � Business and engineering transformation: ISG notes that despite the availability 
of these services, healthcare clients focus predominantly on tactical versus strategic 
initiatives. Nonetheless, market dynamics are compelling healthcare payers and 
providers to reassess their roles, which is expected to lead to the engagement of more 
strategic services in 2022. 

 � Healthcare domains: Expertise is available in healthcare markets, care coordination, 
partnerships, platforms and technologies (including advanced/emerging ones). ISG 
sees that the healthcare market underestimates service provider capabilities. However, 
with growing awareness of market complexities, ISG expects healthcare companies to 
seek an increasing number of services from providers that understand and can help 
manage this complexity.

 � Interoperability and integration: Service providers offer approaches and solutions 
that address the mandates and also go beyond to offer added value through their 
integration capabilities. Here, too, ISG notices that the market is slow in seeking 
services despite the existing mandates but expects demand to pick up momentum 
in 2022.

 � Modernization: Technology solution modernization, replacement and cloud migration 
are among the fastest growing initiatives in the healthcare ecosystem. ISG observes 
that many healthcare organizations and service providers focus on the “digital 
front door” to give people access to services. Such apps and portals drive digital 
transformation activities built on existing and new infrastructures.

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

 � Centers of excellence: Leading service providers for healthcare have centers of 
excellence that consolidate expertise, technology and research. Some offer centers of 
excellence for leading electronic health record (EHR) systems. ISG also sees large  
investments by service providers in next-generation tools and intellectual property, 
including patents, grants, frameworks, benchmarks and accelerators. Centers of 
excellence are innovating in areas such as the Internet of Medical Things (IoMT), 
automation, AI and analytics.

ISG Provider Lens™ Quadrant Report  |  December 2021 Executive Summary



Fig 2

Challenges in Healthcare

 � Inconsistent patient records

 � Lack of standards for sharing information 
between health systems

 � Information blocking by vendors

 � Operational and technological complexity

Benefits of Interoperability

Interoperability

 � Reduced medical errors and improved outcomes

 � Improved staff productivity

 � Enhanced patient security and experience 

 � More transparency in providers and payer 
communication

 � Low healthcare expenses

July 2021 January 2022 December 2022 December 2023

CMS Payer Policies

 � Patient access through APIs 

 � API access to published provider 
directory  data

CMS Provider Policies

 � Public reporting and information 
blocking

 � Digital contact information

 � Admission, discharge and transfer 
event notifications

ONC Policies

 � Adoption of the USCDI

 � Application Programming Interfaces

 � Security Tags and Consent 
Management

ONC Policies

 � Electronic Health Information (EHI) 
Export

Source: ISG Research, Centers of Medicare & Medicaid Services (CMS), Office of the National Coordinator (ONC)
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Einleitung

Definition  
The healthcare industry continues to be under pressure to change. In 2021, the 

pandemic and public demand for more effective outcomes mandate actions 

to better meet care lifecycle requirements and build patient-centric business 

models. All segments of the healthcare industry are being compelled to comply 

with new regulations, engage in competitive mergers and acquisitions, and 

adapt to the needs of an aging population. Also, consumers expect advanced 

and convenient digital service delivery. At the same time, many companies 

are struggling to stay apace with the growing demand for their services and 

mounting competitive pressures. 

As companies adopt new business approaches in keeping with the changing 

market environment, regulatory hurdles and cost pressures are at an all-time 

high. The competitive landscape has never been more dynamic or universal. In 

this context, innovation is imperative. The explosion of virtual care in 2020 led to 

the rapid increase in connected technology deployments for telehealth, a trend 

that ISG expects will continue. 

Introduction

Simplified illustration

Healthcare Digital Services 2021

Payer Digital  
Transformation Services

Payer Business Process 
as a Service

Provider Digital  
Transformation Services

Healthcare Cloud Migration Service Healthcare Interoperability 
Services & Solutions

Source: ISG 2021
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Definition (cont.)

Achieving interoperability is key to expanding not only virtual care, but also 

modernizing overall healthcare. In the U.S., the Office of the National Coordinator 

for Health Information Technology (ONC) and the Centers for Medicare & Medicaid 

Services (CMS) have created structured data standards and other mandates that 

electronic health records (EHRs) must adhere to. CMS and ONC guidelines require that 

patients have access to their healthcare data and provider directories via application 

programming interfaces (APIs). Other new regulations on interoperability address 

security; payer-to-payer data exchange; and admission, discharge and transfer  

event notifications. 

In the U.S. almost half of the population is a part of the public healthcare program, a 

growth from about one-third since before the COVID-19 pandemic. This shift means 

payers are enrolling and catering to more people than ever through Medicaid for 

the low-income group, Medicare for seniors and the disabled, and the Child Health 

Insurance Program (CHIP) for children that do not qualify for Medicaid. 

Successful organizations in the healthcare industry have been meeting these challenges with  

the following: 

 � Driving targeted investments and continuous cost control 

 � Using advanced technologies and digital operating models 

 � Focusing on improved and innovative patient engagements 

 � Building, buying and improving data sharing processes and tools 

 � Shifting to digital platforms for rapid modernization and adjustment to changing  

care environment 

Digital transformation helps combat many of the ongoing and anticipated industry challenges. 

In the healthcare industry in the U.S., digital transformation of services helps payer and provider 

segments evolve to better serve their constituents. As healthcare payers and providers are 
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Definition (cont.)

shifting the focus of purchase decisions to business outcomes, finance and other 

business leaders are driving digital transformation. While some enterprises do it on 

their own, others use business process-as-a-service (BPaaS) solutions. 

Participating service providers in the Healthcare Digital Services 2021 study are 

evaluated on how effective they are as an extension of a client’s technology 

organization and involved in creating blueprints, architecture frameworks and 

management processes. They are assessed on factors such as brand recognition in the 

markets studied, market reach, and the number and quality of clients. In addition, they 

are evaluated on thresholds of annual revenue, assigned employee numbers/skills and 

R&D investments. 

The ISG Provider Lens™ study offers technology decision makers: 

 � Transparency on the strengths and weaknesses of relevant providers 

 � A differentiated positioning of providers by segments 

 � Perspective on different markets 

Our study serves as an important decision-making basis for positioning, key relationships and 

go-to-market considerations. ISG advisors and enterprise clients also use information from these 

reports to evaluate their current vendor relationships and potential engagements.

Scope of the Report
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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

Leaders have a comprehensive

product and service offering,

a strong market presence and

established competitive position.

The product portfolios and

competitive strategies of Leaders

are strongly positioned to win

business in the markets covered

by the study. The Leaders also

represent innovative strength and

competitive stability.

Product  
Challenger

Product Challengers offer a product

and service portfolio that reflect

excellent service and technology

stacks. These providers and vendors

deliver an unmatched broad and

deep range of capabilities. They

show evidence of investing to

enhance their market presence and

competitive strengths.

Market  
Challenger

Market Challengers have a strong

presence in the market and offer a

significant edge over other vendors

and providers based on competitive

strength. Often, Market Challengers

are the established and well-known

vendors in the regions or vertical

markets covered in the study.

Contender

Contenders offer services and

products meeting the evaluation

criteria that qualifies them to be

included in the IPL quadrant. These

promising service providers or

vendors show evidence of rapidly

investing in both products and services

and a sensible market approach with a

goal of becoming a Product or Market

Challenger within 12 to 18 months.
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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

Rising Stars have promising portfolios 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 in the studied region. These vendors and service providers
give evidence of significant progress toward their goals in the last 12
months. ISG expects Rising Stars to reach the Leader quadrant within
the next 12 to 24 months if they continue their delivery of above-
average market impact and strength of innovation.

Not In

The service provider or vendor was not included in
this quadrant. Among the possible reasons for this
designation: 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 meet the
eligibility criteria for the study quadrant. Omission from
the quadrant does not imply that the service provider
or vendor does not offer or plan to offer this service or
solution.
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Healthcare Digital Services - Quadrant Provider Listing 1 of 3

Payer Digital  
Transformation Services

Payer BPaaS 
Services

Provider Digital 
Transformation Services

Healthcare cloud 
migration services

Healthcare Interoperability 
Services & Solutions

2nd Watch 4 Not In 4 Not In 4 Not In 4 Contender 4 Not In

Accenture 4 Leader 4 Leader 4 Leader 4 Leader 4 Not In

Allscripts 4 Not In 4 Not In 4 Contender 4 Not In 4 Not In

Atos 4 Product Challenger 4 Not In 4 Leader 4 Rising Star 4 Product Challenger

Birlasoft 4 Not In 4 Not In 4 Contender 4 Not In 4 Not In

Capgemini 4 Product Challenger 4 Not In 4 Not In 4 Leader 4 Leader

Cerner 4 Not In 4 Not In 4 Leader 4 Market Challenger 4 Not In

CGI 4 Contender 4 Not In 4 Not In 4 Not In 4 Not In

CitiusTech 4 Not In 4 Not In 4 Not In 4 Product Challenger 4 Rising Star

Coforge 4 Product Challenger 4 Not In 4 Not In 4 Product Challenger 4 Product Challenger

Cognizant 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader

Conduent 4 Rising Star 4 Rising Star 4 Not In 4 Not In 4 Product Challenger

Deloitte 4 Contender 4 Not In 4 Market Challenger 4 Not In 4 Not In
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Healthcare Digital Services - Quadrant Provider Listing 2 of 3

Payer Digital  
Transformation Services

Payer BPaaS 
Services

Provider Digital 
Transformation Services

Healthcare cloud 
migration services

Healthcare Interoperability 
Services & Solutions

DXC 4 Product Challenger 4 Not In 4 Contender 4 Not In 4 Not In

emids 4 Product Challenger 4 Not In 4 Product Challenger 4 Not In 4 Not In

EPAM 4 Product Challenger 4 Not In 4 Product Challenger 4 Not In 4 Not In

EXL 4 Leader 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Product Challenger

Firstsource 4 Leader 4 Rising Star 4 Not In 4 Not In 4 Not In

GAVS 4 Contender 4 Not In 4 Product Challenger 4 Contender 4 Contender

Genpact 4 Market Challenger 4 Leader 4 Contender 4 Not In 4 Not In

HARMAN 4 Contender 4 Not In 4 Contender 4 Product Challenger 4 Product Challenger

HCL 4 Leader 4 Not In 4 Leader 4 Leader 4 Leader

Hexaware 4 Product Challenger 4 Not In 4 Product Challenger 4 Leader 4 Not In

IBM 4 Leader 4 Not In 4 Leader 4 Not In 4 Market Challenger

Infinite 4 Leader 4 Product Challenger 4 Product Challenger 4 Leader 4 Leader

Infosys 4 Leader 4 Market Challenger 4 Rising Star 4 Leader 4 Leader
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Healthcare Digital Services - Quadrant Provider Listing 3 of 3

Payer Digital  
Transformation Services

Payer BPaaS 
Services

Provider Digital 
Transformation Services

Healthcare cloud 
migration services

Healthcare Interoperability 
Services & Solutions

LTI 4 Product Challenger 4 Not In 4 Not In 4 Not In 4 Not In

Mindtree 4 Product Challenger 4 Not In 4 Product Challenger 4 Product Challenger 4 Product Challenger

Mphasis 4 Product Challenger 4 Product Challenger 4 Contender 4 Contender 4 Not In

NTT DATA 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader

Optum 4 Leader 4 Product Challenger 4 Leader 4 Not In 4 Not In

Persistent Systems 4 Product Challenger 4 Not In 4 Product Challenger 4 Product Challenger 4 Product Challenger

Sutherland 4 Contender 4 Not In 4 Contender 4 Not In 4 Not In

TCS 4 Leader 4 Product Challenger 4 Leader 4 Leader 4 Leader

Tech Mahindra 4 Product Challenger 4 Contender 4 Leader 4 Product Challenger 4 Rising Star

UST 4 Leader 4 Leader 4 Product Challenger 4 Product Challenger 4 Contender

Virtusa 4 Contender 4 Not In 4 Not In 4 Contender 4 Product Challenger

Wipro 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader
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This quadrant report is relevant to healthcare payer enterprises across the U.S. for eval-

uating providers offering digital transformation services such as back-office automation 

services and clinical data management services to healthcare payer enterprises.

ISG highlights the current market positioning of service providers that offer digital 

transformation services to healthcare organizations in the U.S. and how each provider 

addresses the key challenges faced in the region.

Digital technologies such as robotic process automation (RPA) and artificial intelligence 

(AI) have opened a wide range of opportunities for payers to achieve unprecedented 

gains in efficiency while improving patient engagement. Healthcare payers have swiftly 

adopted next-gen technologies such as advanced analytics and intelligent automation 

for claims management systems, and they have achieved unprecedented levels of 

operational efficiencies and driven down costs.

Compared with other industries, healthcare payers often have less control over factors 

that are fundamental to their operations and profitability. Frequent regulatory changes, 

peaks and valleys in claims volume, and healthcare innovations all have a significant 

influence on the industry. In the face of these challenges, health insurers are constantly 

on the lookout for areas where they can optimize. 

In the U.S., some service providers offering digital transformation services to healthcare 

payers also offer provider digital transformation services and payer business process as a 

service (BPaaS). Enterprises are looking for trustworthy and committed partners that can 

address the challenges and provide a roadmap for setting up an optimal IT infrastructure.

Healthcare payers and IT and technology leaders should read this report to understand 

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

the appropriate digital services and solutions. The report also shows how the technical 

and integration capabilities of a service provider compare with the rest of the market.

Digital transformation professionals should read this report to understand how pro-

viders of healthcare digital transformation services fit in with their digital transformation 

initiatives and how they compare with one another.

Government, procurement and vendor management professionals should read this 

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

offering digital transformation for healthcare payers in the U.S.

Security leaders should read this report to see how service providers address the 

significant challenges of compliance and security without compromising patient privacy 

and experience.

Payer Digital Transformation Services

16
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PAYER DIGITAL TRANSFORMATION 
SERVICES

Managed Services for Midmarket

This quadrant assesses a service provider’s ability to deliver digital 

transformation services to payers, also known as insurance plan 

companies in the U.S. Digital transformation services help payers 

progressively prioritize a digital-first pathway to improve patient care. 

The services should help these insurance companies reach and serve 

members wherever they are located via computers, remote monitors, 

smartphones and other mobile devices. Also, the services should 

address operational processes for payers such as claims processing, 

member verification and enrollment. Service modernization capabilities 

should also be clear. 

Definition
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 � Technology consulting for the use of the appropriate traditional and 

emerging healthcare technologies, with the ability to plan, develop 

and implement consumer-grade interfaces of employee systems and 

member information sources, including mobile apps 

 � Established or emerging basic/standard relationships with trusted 

partners, including innovative startups 

 � Ability to provide services for the digitalization of processes while 

navigating regulation complexities 

 � Ability to provide consultation services on the development of 

models using AI, machine learning and analytics 

 � Experience in large transition projects that include consolidation of 

merged companies and modernization of systems and applications 

Eligibility Criteria

Payer Digital Transformation Services

PAYER DIGITAL TRANSFORMATION 
SERVICES
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This quadrant report is relevant to healthcare payers in the U.S. for evaluating service 

providers of payer business process as a service (BPaaS).

ISG highlights the current market positioning of service providers offering payer BPaaS 

to enterprises in the U.S. and how each service provider addresses the key challenges 

faced in the region.

BPaaS is increasingly becoming an elegant strategic option for payers. With the pandem-

ic crisis, plan members and healthcare providers are  more willing to pursue and adopt 

to change. Adopting BPaaS strategies can help drive efficiency across the operations 

landscape, support connections and orchestrate data flows, enabling payers to operate 

their businesses more effectively and intelligently.

As the BPaaS model continues to evolve, service providers are developing their offerings 

to meet the growing requirements of healthcare payers and to demonstrate agility 

in transforming the way healthcare is experienced by its constituents — members, 

providers, brokers/agents and regulators.

Some payer BPaaS providers in the U.S. also offer digital transformation services to 

payers and other providers. Enterprises are looking for trustworthy and committed 

partners that can address challenges and provide a roadmap for setting up an optimal 

IT infrastructure.

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

providers of payer BPaaS fit in with their digital transformation initiatives, IT architectures 

and cloud strategies.

Business strategy leaders, through this report, will gain knowledge of providers’ product 

portfolio capabilities, which in turn can support the selection of services to enable a 

streamlined workflow and enhance functionality.

Procurement and vendor management professionals should read this report to develop 

a better understanding of the current landscape of healthcare service providers in the 

U.S. for digital transformation. The report also shows how the technical and integration 

capabilities of a service provider compare with the rest of the market.

Payer Business Process as a Service

19
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
This quadrant assesses providers of healthcare payer BPaaS engaged 

in end-to-end outsourcing of business processes across the technology 

stack with the aim to improve business outcomes. A service provider 

integrates services, processes, applications and infrastructure into a 

comprehensive service, with the clear objective of cost control. Apart 

from cost savings, BPaaS also supports improved member and provider 

experience, operational insights, improved quality of care and regulatory 

compliance.

PAYER BUSINESS PROCESS  
AS A SERVICE

Managed Services for Large Accounts
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 � Ability to advise, with focus on outcomes, via member engagement 

and financial value metrics

 � Ability to support any application or platform, including legacy 

systems

 � Possesses established protocols and technologies for integrated 

security

 � Ability to implement appropriate intelligent automation specific to 

business processes

 � Experience in implementing and expanding health plan analytics

 � Ability to support back-office, middle-office and front-office business 

processes

 � Competencies in integrated governance and performance service 

management

 � Established or emerging partnerships with application providers, 

platform companies and infrastructure firms

Eligibility Criteria

Payer Business Process as a Service

PAYER BUSINESS PROCESS  
AS A SERVICE
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This quadrant report is relevant to healthcare provider enterprises in the U.S. for 

evaluating suppliers of digital transformation services.

ISG highlights the current market positioning of providers that offer digital 

transformation services to healthcare providers in the U.S. and how each provider 

addresses the key challenges faced in the region.

Healthcare providers are accelerating the speed of technology adaptation and 

are focusing on providing smart health solutions to their patients. With more 

consumerization, automation and consolidation of health systems, healthcare providers 

have realized that running a medical practice is not just about patient treatment 

anymore. It is also about enriching the patient experience and driving improved health 

outcomes. 

For their part, service providers are focusing on digital transformation services 

related to smart healthcare diagnosis through cloud computing, back-end operations, 

augmented reality (AR) and virtual reality (VR) to make timely and informed decisions. 

They are also building their virtual health platforms with a focus on enhancing the 

telehealth capabilities.

Healthcare providers seek trustworthy and committed partners that can address the 

challenges and provide a roadmap for digital services.

Healthcare professionals and IT and technology leaders should read this report to 

understand the relative positioning and capabilities of service providers and thus effectively 

plan and select the appropriate services and solutions. The report also shows how the 

technical and integration capabilities of a service provider and its market presence compare 

with the rest of the market.

Digital transformation professionals should read this report to understand how suppliers 

of digital transformation services for healthcare providers fit in with their initiatives and how 

they compare with one another.

Government, procurement and vendor management professionals should read this 

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

digital transformation services to healthcare providers in the U.S. 

Security leaders should read this report to see how service providers address the 

significant challenges of compliance and security without compromising the patient 

experience.

Provider Digital Transformation Services

22
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
This quadrant assesses service providers that offer digital transformation 

services to healthcare providers such as hospital systems and independent 

healthcare providers. They should be responsible for processes and 

systems pertaining to patient relations and care such as patient intake, 

physician referral management, ambulatory and chronic care, and post-

acute care. The services should also include employee systems such as 

information portals, scheduling and collaboration.

Managed Hosting for Midmarket

PROVIDER DIGITAL  
TRANSFORMATION SERVICES
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 � Ability to plan, develop and implement consumer-grade interfaces of hos-
pital and office systems and patient information and monitoring sources, 
including mobile apps for wellness, medical reference and fitness 

 � Capability to offer guidance on selecting and deploying telehealth 
solutions, including measures for cybersecurity 

 � Established or emerging basic/standard relationships with trusted 
partners, including emerging disruptors with new models of care delivery 

 � Ability to advise on workforce development, including upskilling, to support 
digital and private data protection 

 � Consulting on the development of models, using AI and analytics for 
screening, diagnostics and treatment 

 � Platform consulting for the use of appropriate emerging healthcare tech-
nologies such as telehealth services, remote patient monitoring (through 
IoT and wearables), blockchain for data sharing, robotics and electronic 
prescription services 

 � Experience in large transition projects that include consolidation of merged 

companies and modernization of systems and applications 

Eligibility Criteria

ISG Provider Lens™ Quadrant Report  |  December 2021 Provider Digital Transformation Services

PROVIDER DIGITAL  
TRANSFORMATION SERVICES
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This quadrant report is relevant to healthcare payers and providers enterprises in the 

U.S. for evaluating suppliers of cloud migration services.

ISG highlights the current market positioning of service providers that offer healthcare 

cloud migration solutions to healthcare payers and providers in the U.S. and how each 

service provider addresses the key challenges faced in the region.

The healthcare industry is on an innovation journey toward providing high-quality digital 

health. Many healthcare organizations, payers and providers are looking at transitioning 

to the cloud to securely store enormous volumes of records in a flexible yet cost-

effective method. Today, healthcare cloud migration is in full swing with providers 

worldwide using the cloud to manage emails and electronic medical records (EMRs) 

efficiently and make real-time data accessible to healthcare professionals.

Service providers in the healthcare cloud migration space have a well-defined 

framework for healthcare payers and providers to migrate their legacy systems to 

the cloud. With the rising concern about patients’ data security, service providers 

are enhancing their security capabilities along with acquiring the required security 

standards certifications. This transformation journey is led by the cloud computing 

aspect.

Healthcare professionals and IT and technology leaders should read this report 

to understand the relative positioning and capabilities of service providers and thus 

effectively plan and select the appropriate services and solutions. The report also shows 

how the technical and integration capabilities of a service provider and its market 

presence compare with the rest of the market.

Digital transformation professionals should read this report to understand how 

suppliers of digital transformation services for healthcare providers fit in with their 

initiatives and how they compare with one another.

Government, procurement and vendor management professionals should read this 

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

digital transformation services to healthcare providers in the U.S. 

Security leaders should read this report to see how service providers address the 

significant challenges of compliance and security without compromising the patient 

experience.

Healthcare Cloud Migration Services

25
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition

Introduced in 2021, this new quadrant assesses a service provider’s 

ability to deliver services to U.S. healthcare providers and payers that 

take advantage of hyperscaler platforms. Some of the cloud platforms 

― including AWS, Google, Microsoft, IBM, Oracle and Salesforce ― offer 

healthcare-specific capabilities. The services should help payers and 

providers modernize their systems to improve processes and business 

outcomes. 

HEALTHCARE CLOUD MIGRATION  
SERVICES

Managed Hosting for Midmarket
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 � Platform consulting for the use of the appropriate emerging health-

care technologies, with the ability to plan, develop and implement 

consumer-grade interfaces of employee systems and patient and 

member information services, including mobile apps 

 � Established partnerships with one or more hyperscalers and 

employees with appropriate skills 

 � Contracts for services with payer and provider clients in the U.S., 

both in progress and planned 

 � Experience using specific healthcare tools offered by the cloud 

platforms, including AWS for Health, Google Health, Microsoft 

Healthcare Cloud, IBM Watson Health, Oracle Health Insurance and 

Salesforce Health Cloud 

 � Ability to provide consultation services for the development of 

custom capabilities on the platforms 

 � Experience with related offerings (for example, AI, machine learning 

and IoT) from the hyperscalers and in other industries 

Eligibility Criteria

Healthcare Cloud Migration Services

HEALTHCARE CLOUD MIGRATION  
SERVICES
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 CAPGEMINI

Capgemini supports healthcare systems by 
offering scalable cloud operation and migration 

services in the U.S.

When compared with its peers, Capgemini has fewer full-time employees certified 
in hyperscaler technologies in the U.S. Because there is a shortage of talent in the 
market, it needs to upskill its employees and hire local talent.

Outcome-based engagements: Capgemini has found success with outcome-based contracts, where a 
client pays only if business KPIs are realized. This is beneficial for both parties. Through such outcome-based 
engagements, Capgemini has shown consistent expertise in consulting for infrastructure services, including 
data center and cloud management. 

Expanding cloud capabilities: With the acquisition of Altran, Capgemini has grown its capabilities in cloud and 
edge transformation, enabling clients in industries such as automotive, healthcare and telecommunications 
to maximize the value of distributed computing and 5G edge technologies. In edge computing, its focus is on 
providing low-latency applications.

Vertical-specific cloud portfolio: Capgemini has created customized offerings for clients in the healthcare 
vertical, which has enhanced the patient experience. It has a competitive advantage with its loyal client base in 
this vertical in the U.S.

Capgemini, headquartered in Paris, is a multinational IT consulting and technology outsourcing services 
company. In FY2021, the company generated revenue of $17.82 billion with about 290,000 employees across 
50 countries. It offers cloud migration services to several U.S.-based top healthcare payers and providers. It has 
more than 12,000 consultants, supporting more than 100 healthcare practice clients in the U.S.

Caution

Strengths

Overview 

Healthcare Cloud Migration Services

2021 ISG Provider Lens™ Leader
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This quadrant report is relevant to healthcare payer and provider enterprises in the U.S. 

for evaluating providers of healthcare interoperability services and solutions.

ISG highlights the current market positioning of providers that offer healthcare 

interoperability services and solutions to healthcare payers and providers in the U.S. 

and how each service provider addresses the key challenges faced in the region.

Interoperability in healthcare aims at simplifying the exchange of health information 

across the healthcare landscape while still shielding individual privacy. As more 

emphasis is given toward value-based care healthcare, organizations are strategizing 

the execution timeline for adhering to HL7 Fast Healthcare Interoperability Resources 

(FHIR) standards.

The main objective of IT service providers is to ensure that the healthcare IT systems 

can enhance their capability to exchange, process and interpret shared health data 

between devices, applications and systems. These service providers are enhancing 

their healthcare platform capabilities and creating a holistic solution offering for the 

healthcare ecosystem. 

Healthcare payers and providers seek trustworthy and committed partners that can 

address the challenges and provide a roadmap for healthcare interoperability services 

and solutions.

Healthcare professionals and IT and technology leaders should read this report to 

understand the relative positioning and capabilities of service providers and thus effectively 

plan and select the appropriate services and solutions. The report also shows how the 

technical and integration capabilities of a service provider and its market presence compare 

with the rest of the market.

Digital transformation professionals should read this report to understand how suppliers 

of digital transformation services for healthcare providers fit in with their initiatives and how 

they compare with one another.

Government, procurement and vendor management professionals should read this 

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

digital transformation services to healthcare providers in the U.S. 

Security leaders should read this report to see how service providers address the 

significant challenges of compliance and security without compromising the patient 

experience.

Healthcare Interoperability Services & Solutions

29
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Introduced in 2021, this new quadrant assesses providers of solutions 

and services that enable improved data sharing across the healthcare 

continuum. For the U.S., service providers should understand and advise 

clients about the CMS and ONC guidelines that mandate patient access 

to their healthcare data and healthcare provider directories via APIs. Also 

important are adherence to other new rules requiring interoperability 

capabilities to address security and payer-to-payer data exchange, as 

well as admission, discharge and transfer event notifications. 

HEALTHCARE INTEROPERABILITY 
SERVICES & SOLUTIONS

Managed Hosting for Midmarket
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 � Knowledge and experience with the Fast Healthcare Interopera-

bility Resources (FHIR) standard developed for exchanging health 

information 

 � Expertise with tools that make it easier for healthcare systems and 

providers to connect and share data across different sources such as 

Google Cloud Platform’s Cloud Healthcare API 

 � Ability to support consultation services for the development of 

custom capabilities for interoperability solutions 

 � Ability to build, maintain and scale seamless, personal and secure 

experiences across APIs. 

 � Capability in designing user experiences to ease the implementation 

and use of healthcare interoperability solutions 

Eligibility Criteria

Healthcare Interoperability Services & Solutions

HEALTHCARE INTEROPERABILITY 
SERVICES & SOLUTIONS
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Capgemini is going beyond a technological 
approach toward interoperability and driving 

desirable outcomes in patient access, virtual care, 
clinical insights and care management. 

Capgemini is dealing with a high attrition rate as it continues to grow and has put 
more corporate emphasis on sectors other than its healthcare business.

Patient access and transparency: Capgemini’s vigorous data-centric wrappers use FHIR resources to rapidly 
implement longitudinal patient records (LPRs) and drive innovation in assembling data lakes and AI applications. 
Adaptive, cloud-native modules interpret clinical/operational datasets. Prebuilt models consolidate the health-
related journeys of a member and overall healthcare spend. Micro-serviceable data modules use EHR in a 
variety of contexts such as telemedicine, Health Information Exchange (HIE), medical management applications 
and value-based data lakes.

Driving innovations: Capgemini focuses on partnerships for interoperability and supports a center of 
excellence dedicated to pushing innovations in FHIR. The solutions are tailored to meeting cutting-edge use 
cases in pricing innovation, unstructured content analytics, clinical outcomes and treatment effectiveness, as 
well as EHR integration and FHIR-driven automation around processes such as prior authorization. The FHIR 
also supports offerings related to care coordination such as discharge planning and care management. 

Healthcare ecosystem approach: Capgemini has experience around HIE and data exchange standards for 
payers, healthcare providers, health systems and pharmacy benefit managers. It is also developing AI solutions 
around interoperability-led datasets. Capgemini has several FHIR-at-rest implementations and buttresses these 
implementations with contact center and other business process offerings. 

Capgemini, headquartered in Paris, is a multinational IT consulting and technology outsourcing services 
company. In FY2021, the company generated revenue of $17.82 billion with about 290,000 employees across 50 
countries. The firm offers interoperability to various U.S.-based leading healthcare payers and providers. It has 
over 12,000 healthcare consultants supporting more than 100 U.S. clients.

 CAPGEMINI
Caution

Strengths

Overview 

2021 ISG Provider Lens™ Leader

Healthcare Interoperability Services & Solutions
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The research study “ISG Provider Lens™ 2021 – Healthcare Digital Services 2021” 

analyzes the relevant software vendors/service providers in the U.S. market, based 

on a multi-phased research and analysis process. It positions these providers using 

ISG Research methodology. 

The study was divided into the following steps:

1. Definition of the Healthcare market

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

trend topics

3. Interactive discussions with service providers/vendors on capabilities and use 

cases

4. Use of ISG’s internal databases and advisor knowledge and experience 

(wherever applicable)

5. Detailed analysis and evaluation of services and service documentation 

based on the facts and figures received from providers and 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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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.
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