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“

Data and decisions continue to be a top priority for enterprises
as they strive to make sense of their place in the pandemic
economy. Whether it’s IT’s push on moving data to the cloud or
business leaders trying to make better decisions to impact
market performance, D&D has the potential to radically impact
every facet of enterprise operations. Becoming data-driven is far
easier said than done, however, and client organizations are
becoming ever more reliant on their services partners to help
them envision and deliver on their D&D dreams.
Reetika Fleming, Research Leader, HFS
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Introduction and definitions

4

Introduction

• Welcome to the data and decisions element of our inaugural HFS OneOffice Services Top
10 series! Driven by the pandemic, 2020 was the year enterprises recognized digital was no
longer optional. 2021 and beyond offer enterprises a once-in-an-era opportunity to reinvent
their businesses and how they interact with customers, employees, and partners. OneOffice
is our view of what digital transformation looks like in action.
• Our OneOffice Services Top 10 series assesses the digital transformation capabilities of
services providers across a trio of core enabling capabilities:
1.

Native automation: Covering services that leverage a range of emerging technologies
to create intelligent and automated workflows in the cloud enabling new "native"
standards for consistent cross-functional enterprise operations.

2.

Data and decisions: The subject of this report, these services are designed to create a
culture of data, driving new opportunities through interactions, insights, and predictive
capabilities and offering the ability to access data at a speed that drives critical
business decisions.

3.

People and process change: Focusing on capabilities in developing and integrating
people and process change across the services portfolio, such as design thinking,
change management, skills enablement, and process innovation to drive operations
excellence.

• We will issue three distinct Top 10 reports, and once complete, a master OneOffice Services
Top 10 report built from them. Each evaluates the capabilities of providers based on
execution, innovation, voice of the customer (VOC), and a new criteria for 2021, alignment
with the HFS OneOffice model.
• This critical research initiative is being led by HFS' CEO and Chief Analyst, Phil Fersht, and
senior members of HFS’ research team: Saurabh Gupta, Elena Christopher, Reetika
Fleming, David Cushman, and Sarah Little.
TOP 10
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The HFS data and decisions services value chain
Data and decisions services: The array of services designed to help customers create a culture of data that drives new opportunities
through interactions, insights, and predictive capabilities, giving clients the ability to access data at a speed that drives critical decisions for
their business.
Analytics software,
infrastructure design, and
maintenance
• Enterprise data warehouse
design and implementation
• Infrastructure design and
implementation
• Implementation of batchbased or near real-time
ETL software product(s),
reporting software
product(s), advanced
analytics software
product(s)

TOP 10
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Data preparation and
management
• Data prep, ingestion, and
integration
• Data entry, de-duplication
of records
• Data and analysis
enrichment through
through primary and
secondary data sources
• Data quality and
governance
• Metadata and data lake
management

Reporting and visualization

• Design and generation of
routine reports
• BI support
• Data discovery
• Visualization and
dashboard design and
generation
• Reporting data analysis

Advanced analytics
modeling and ongoing
decision support
• Interpretation and analysis
of structured, semistructured, and
unstructured data
• Development,
implementation and
maintenance of
customized analytics
model(s)
• Communicating and
implementing
recommendations from
interpretation of analysis

Data and analytics
consulting
• Strategic planning and
business case
development through
analytics consulting
• Analytics and data
infrastructure road
mapping.
• Identification and
evaluation of net-new
value opportunities.
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The HFS OneOffice—digital transformation in action
The HFS OneOffice is our vision for actionable digital transformation. At its heart is the core concept that emerging technologies combined with people,
process, and data innovation can break down the silos that limit our success, dissolving barriers between the front and back office to create the only
office that matters—OneOffice. It represents a mindset shift to collaborative cross-functional enterprise operations powered by an integrated stack of
emerging tech that complements your core, natively automates your processes, enables your employees and customers, and powers your decisions—
breaking down your legacy silos in the process.

Source: HFS Research, 2021
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The OneOffice Emerging Tech Platform—powering the journey to
the OneOffice
Native
automation
Design processes in the cloud; learn
from human interaction to keep
improving

Data and
decisions

People and
process change
Assist and complement human expertise;
continually learn from interactions and
feedback

Identify new opportunities from
data and interactions; provide
anticipatory insights and forecasts

Enterprise
operations
Enterprise Operations
Engagement AI

Appian, Camunda, IBM, Pega,
ServiceNow, IPSoft Amelia, EvoluteIQ

AIOPs: Dynatrace, New Relic,
StackState, Turbonomics
Celonis, FortressIQ, Kryon, Minit
Boomi, Informatica, MuleSoft, Workato
Domain and industry
expertise
Digital fluency skills

RPA
AIOps

Process
orchestration
Intelligent
Document
processing

OneOffice applications
Process intelligence
Integration/
iPaaS (APIs)

Data
optimization

Information model
IoT blockchain
Compute hybrid-cloud
containers

DevOps / Agile

RPA: Automation Anywhere, Blue Prism,
Microsoft, NICE, UiPath

Security

Workflow

Nuance, Kore.ai, DialogFlow, AWS Lex,
LUIS, Avaamo
Ansible, Ayehu, Enate, MS SCORCH
AntWorks, ABBYY, DeepSee, Jiffy, Kofax,
OpenText, WorkFusion
Coupa, Salesforce, SAP S/4 HANA,
Workday
Analytics: Qlik, Tableau, Yellowfin
AI: Hive, IBM Watson, Google Cloud
Platform, AWS, Microsoft Azure AI
Design thinking
Change management

Source: HFS Research, 2021, examples are representative
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Executive summary
1

Defining data
and
decisions

Data and decisions (D&D) is one of three enabling capabilities supporting the journey to OneOffice. It consists the array of services
designed to help customers create a culture of data that drives new opportunities through interactions, insights, and predictive
capabilities, giving clients the ability to access data at a speed with which they can drive critical decisions for their business.

2

Execution

Despite its foundational role in digital success, new clients are still arriving fresh to the D&D party in large numbers. Earlier arrivals
are now moving beyond project-by-project operations and establishing closer partnerships with their service providers. How deals
are getting done remains heavily dependent on traditional FTE and fixed-price agreements.

3

Innovation

Data and decisions engagements are dominated by foundational technology needs (data optimization and integration), with many
enterprises still at relatively early stages in their journey around the OneOffice data cycle (see page 16). As data gets better prepared
and integrations are in place, enterprises and their partners seek to apply process intelligence (37%) and process orchestration
(42%), rethinking the processes they can use to get the data they need.

4

OneOffice
alignment

Service providers say they are delivering OneOffice digital transformation in an average of just 65% of their D&D engagements. This
suggests they need to work harder to forge the link between D&D and its essential enabling role in delivering OneOffice
transformation. It’s time to walk the walk and take the OneOffice message beyond the thought leadership and into the deal.

5

Voice of the
customer

Clients regard D&D service providers as strategic partners, and clients want them to get closer. The pandemic disruption spooked
some enterprise leaders, and they now seek consistent client-facing teams and delivery located closer to their doors. Flexibility and
technical prowess are recognized and praised. But strategic partners had better start getting more proactive with their solutions.

TOP 10
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Despite its foundational role in digital success, many new clients still arrive fresh to
the D&D party. Early arrivals are moving beyond project-by-project
Annuity deals tipped the balance and now
outweigh projects
The ratio of annuity-based deals to project-based deals is
a good indicator of the maturity of relationships
established between service providers and their
enterprise customers. Almost 55% of the deals signed in
2020 were annuity deals, reflecting the deepening and
longer-term partnerships developing between the
enterprise and their data and decisions providers.

Revenue contribution from data and decisions
projects vs. annuity deals

Innovative commercial models prove
relatively hard to find among D&D contracts
signed in the last year

Data and decisions services are in high
demand and enterprises are queueing up for
more

The clear majority of D&D deals that enterprises sign with
service providers are based on the number of resources
employed on them full-time (FTE), or simple fixed price
deals. Gainshare deals account for an average of just
over 12% and subscriptions for less than 7%. Hybrid
models make up just slightly less than 12%.

The increasing understanding of data’s value to the
enterprise and the opportunity it delivers in refining and
accelerating decision making mean it now represents
between 25% and 35% of the revenues of the bulk of
service providers surveyed. Across our providers, growth
in client numbers 2018-2020 starts at 10% and increases
to as much as 200%.

What percentage of D&D contracts apply what
kinds of pricing models?

45K

Number of data and decisions
engagements delivered by
service providers in this report in
2020

$35B

Total revenue from data and
decisions activities by service
providers in this report in 2020
(HFS estimate)

41%

Average growth in the number of
clients in data and decisions
between 2018 and 2020

0
6.6

FTE

8.2
45%
55%

Project

38.4

14.1

Annuity

Fixed price
Tra nsaction
Gainshare
Subscriptions

29.7

Hybrid

Source: HFS Research, 2021
N = 13 service providers
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Data and decisions engagements are dominated by foundational needs, with
many enterprises still at relatively early stages in the OneOffice Data Cycle
Average contribution of the core emerging tech stack elements
to data and decisions engagements

Enterprise Operations
operations
Engagement AI

35%

Process
orchestration

25%

OneOffice applications

37%
53%

Intelligent
document
processing

RPA
AIOps

29%
33%

Process intelligence
Integration/
iPaaS (APIs)

Data
optimization

Information model
IoT blockchain

Source: HFS Research, 2021
N = 11 Data & Decisions service providers over 14,000+ enterprise customers
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42%
DevOps / Agile

24%

Security

Workflow
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55%

• We asked our study participants to comment on the average contribution
of the core elements of HFS’ Emerging Tech Platform to their D&D
engagements.
• Across more than 14,000 clients, service providers indicated that the
leading technology components in their data and decisions engagements
are data optimization (55%) and integration (53%).
• The combination of integration and data optimization is foundational in our
Emerging Tech Platform, and it is reflected in work in the enterprise.
• After data is prepared and integrations are in place, enterprises and their
partners seek to apply process intelligence (37%) and process
orchestration (42%), rethinking the processes to get their data (see HFS
OneOffice Data Cycle, below, right).
• RPA and Ops are current laggards,
providing further evidence that many
enterprises are still at early stages of
the OneOffice Data Cycle and not yet
ready to automate their processes and
data, a later stage in the cycle.
• Intelligent data processing (29%)
reflects the growing importance of
ingesting unstructured and structured
data to support decision making.
Large swathes of the documents
enterprises receive would otherwise
need costly human interpretation and
intervention.
12

Two big hyperscalers dominate the partner ecosystem for data
and decisions services
• We asked study participants to share the total number of
resources they have trained to work with partner technologies.

Service providers’ top data and decisions partners in terms of
trained resources

Blue bars indicate number of trained resources in total
in each technology

60,000

• Two hyperscalers dominate the partner landscape, with
Microsoft enjoying a healthy lead over AWS.
6

• Google Cloud Platform (GCP) lags far behind, with SAP,
Salesforce, and even UiPath having more trained resources
within the participants surveyed.

6

50,000

4
3

40,000

2

2

1
30,000
Orange line indicates number of
providers with resources trained in
each named technology

20,000

10,000

0

Microsoft

AWS

SAP

Salesforce

UiPath

GCP

• However, GCP use is more widespread among the service
providers (4 instances), meaning enterprise buyers are more
likely to be offered access to at least some resources trained
in it.
• Salesforce, UiPath, and Automation Anywhere are also
available only at a comparatively small number of our
participants (1–2).
• IBM did not report how many resources it has trained in each
technology, including its own.
• Other technologies in which service providers are training their
teams in significant numbers include Blue Prism, Snowflake,
Databricks, and Informatica.

Automation
Anywhere

Source: HFS Research, 2021
N = 11 Data & Decisions service providers
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How service providers deploy and manage data and
decisions at scale
Service provider offerings

Solution examples—representative only

Data privacy

•
•
•
•
•

Set privacy and security strategy, providing visibility
Manage end-to-end compliance with CCPA, GDPR, etc.
Lay out and mitigate risks associated with cloud
Manage vulnerability at every step of the data lifecycle
Authentication and authorization

• Wipro built Immuta, an automated data access governance platform, for building a
scalable and automated policy authoring and enforcement layer on top of complex data
platforms to scale data privacy and access

Data and model
governance

•
•
•
•
•

Capture, analyze, and streamline objectives; roadmap
Measure current and recommended compliance levels
Provide recommendations to shape data governance
Assign data governance; quality vs KPIs
Introduce policies, procedures, roles, responsibilities

• Infosys’ Data Governance Workbench is an AI-powered solution which helps implement
strategy, policies, and standards for data quality, metadata management, master and
reference data management, data security and information lifecycle management
• Genpact brings a focus on developing a workforce who can leverage machine
intelligence on domain specific data and contextualize it in the %
business to make
evidence-based decisions

%

MLOps and
DataOps

Explainability
and bias

TOP 10

•
•
•
•

Assess best-fit technology vs. maturity assessment
DataOps target operating models
Integrate and scale pilots into production
Accelerate quality across continuous integration, delivery,
monitoring, and training

• Bias evaluation, detection, and remediation
• Visualization of model internals, sensitivity analysis
• Ethics frameworks that demand explainability (to answer
“Why did the AI make that decision?”) transparency,
interpretability, and clear audit trails

© 2021 | HFS Research Ltd.

• HCL DataOps framework brings in automation in continuous data intake, continuous
data testing, and continuous monitoring
• Cognizant’s strategic partnerships with hyperscalers (AWS, Microsoft, GCP) offers selfservice life cycle management of ML models
• Capgemini’s Artificial Data Amplifier (ADA) reduces bias by filling gaps in available data
that might otherwise bias learning toward a certain population or behavior.
• IBM offers a Trustworthy AI Centre of Excellence, founded in 2020, to connect ethical
thinkers with data scientists
• Accenture offers “Responsible AI” to help clients avoid biases and focus on
“productizing” academic breakthroughs

14

Service providers must overcome their OneOffice reality gap
• On average, of the service providers responding in this research,
65% of data and decisions engagements deliver digital
transformation in line with the HFS OneOffice model (making
efforts to minimize front-, middle-, and back-office silos for their
customers).
• We would expect this to correlate more closely with the providers’
perceptions of the progress of their own internal journeys to
OneOffice. That stands at a self-scored average 87.5%.
• The gap (65% delivered reality vs. 87.5% internal perception) may
be partially accounted for relatively early-stage activity vs. the HFS
OneOffice Data Cycle (reflected in the deployment of emerging
technologies described on slide 16).
• In some cases the gap is as high as 55% between individual
service providers’ scores. The gap is always in favor of their own
internal journey vs. the one they have taken their clients on.
• This suggests all service providers need to work harder to forge the
link between data and decisions as an enabler in delivering
OneOffice transformation and take it beyond their thought
leadership and into their deal making.

Service providers’ delivery of digital transformation
is lagging internal OneOffice journeys
100%
90%
80%
70%
60%
50%
40%
30%

87.5%
65%

20%
10%
0%

Reality

Perception

Reality: Average % of data and decisions engagements delivering
digital transformation.
Perception: Average % score self-awarded by service providers
vs. their own journey to OneOffice.
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Data and decisions customers speak, and they want to get closer
to their providers
• We consider you a strategic partner. All the customers we interviewed regard their data and decisions service providers as strategic
partners reflecting their understanding of the importance of this OneOffice enabler.
• You bring expertise and commitment to get the job done. Enterprises recognize and appreciate service providers’ data expertise and
technical prowess. They praised the flexibility and innovation displayed as the pandemic hit.
• We want to get closer. Remote working has spooked some enterprises. Some of the dislocation can be resolved by heightened
communications. But customers also say they want delivery centers closer to their door and more nearshore options. High staff turnover
has also impacted the feeling of distance the last 18 months has delivered.
• More proactive solutions please! Don’t wait to be asked when you see business problems emerge.
Data and decisions service provider strengths

Data and decisions service provider challenges

•
•
•
•
•
•
•
•

Providers need to be more proactive mitigating risks introduced
by remote work, so up the communication. Customers want
delivery teams closer to home and call for more local centers and
nearshore locations. They want to feel the full power of the
service provider they are working with. They are concerned by
high rates of staff turnover and the impact on programs. And they
want service providers to bring “big idea” solutions and
innovations beyond the initial pitch. They want to be offered more
stories of success from adjacent industries that could inspire and
be rapidly applied.

Data expertise, technical prowess
Problem-solving capabilities at scale
Industry and business understanding
Ability to deliver end-to-end solutions at pace
Commitment to getting the job done and focus on outcomes
Program management, flexibility
Effective escalation and resolution procedures
Thought leadership and innovation

TOP 10
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Research methodology

17

Service providers covered in this report
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© 2021 | HFS Research Ltd.

18

Sources of data
This report relied on myriad data sources to support our methodology and
help HFS obtain a well-rounded perspective on the data and decisions
service capabilities of the service providers covered in our study. Sources
are as follows:

RFIs and briefings
RFIs: Each participating vendor
completed a detailed RFI.
Vendor briefings: HFS conducted
briefings with executives from each
vendor.

TOP 10
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Reference checks

HFS vendor ratings

Other data sources

We conducted reference checks with
60+ active clients of the study
participants via detailed surveys and
phone-based interviews.

Each year, HFS fields multiple
demand-side surveys in which we
include detailed vendor rating
questions. For this study, we
leveraged our fresh from the field
HFS Pulse Study data featuring ~750
vendor ratings from enterprises
using data and decisions services.

Public information such as press
releases, web sites, etc.
Ongoing interactions, briefings,
virtual events, etc., with in-scope
vendors and their clients and
partners.

19

How we assessed service providers for the data and decisions
services Top 10
The study evaluates the capabilities of data and decisions (D&D) service providers based on execution, innovation, voice of the customer
(VOC), and a new criteria for 2021, alignment with the HFS OneOffice model—our vision for digital transformation. Details include:

25%

Execution
• Breadth and depth: Formalized native
automation capabilities and offerings,
leadership, domain and functional
experience, delivery abilities.
• Scale of data and decisions business:
Resources, talent cultivation, geo coverage,
industries covered, number of clients, D&D
revenue and revenue contribution, scale of
client engagements.
• Growth of data and decisions business:
Year-on-year revenue growth, client growth,
resource growth, offering expansion.

TOP 10
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25%

Innovation
• Strategy and vision: Vision for the D&D
business, credibility of growth strategy and
roadmap, identifiable investments in
strategy, clear articulation of value
proposition.
• Technology innovation: Cultivation of
internal IP, patents, D&D solution combos,
use of best-of-breed partner tech, start-up
ecosystem approaCo-innovation and
collaboration:ch, investment in R&D.
• Co-development approaches with D&D
clients, co-innovation centers, creative
commercial models.

25%

OneOffice Alignment
• OneOffice scope: End-to-end offering that
connects front, middle, and back office.
• OneOffice skills: Cultivation of OneOffice
skills internally and with clients such as
digital fluency or problem solving.
• OneOffice competencies: Formalized
approaches to data and change
management.

25%

Voice of the customer
• Reference checks: Direct feedback from
enterprise clients via reference check
interviews and surveys.
• HFS voice of the customer vendor
rating data: Ratings by active NA clients of
in-scope service providers.
• Reference ability: Provision of references
and reference responsiveness.

• OneOffice technology platform: Enabling
capabilities that support “straight-to-digital.”
• OneOffice collaboration: Developing
strong relationships across business and IT
stakeholders.

20

4
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Top 10 results: Data and decisions
service providers

21

Top 10 data and decisions services—summary of providers
assessed in this report
Providers

HFS point of view

(alphabetical order)

Accenture

Applied intelligence bringing problem-solving capability at scale

Capgemini

Industrialized insights as-a-service across brand, marketing, R&D, media, and sales

Cognizant

Helping enterprises become digitally native with modern decisioning

EXL

Redesigning process flows into end-to-end data flows

Genpact

Advanced analytics and AI specialist investing in foundational data integration and governance

HCL

Flexible and adept technology leader bringing the wisdom of a “data-first” approach

IBM

Data and decisions leader pulling together an ecosystem of innovation to amplify internal investments

Infosys

Committing to a Horizon 3 era of data and AI talent

TCS

Ambitious data and decisions technology leader modernizing the digital and data estate of select customers

Wipro

An impressive ecosystem of partners and specialized data and decisions talent

WNS

Domain-centric process experts using data and insights to uplift CX/EX

TOP 10
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Notable performances in Top 10 data and decisions
services, 2021
HFS Winners Circle
Top five providers overall across execution, innovation, OneOffice alignment, and voice of the customer criteria
#1

#2

#3

#4

Execution powerhouses

Innovation champions

OneOffice alignment

Top three providers on execution
criteria

Top three providers on innovation
criteria

Top three providers aligned to
OneOffice

#1

#2

#3

#1

#2

#3

#1

#2

#3

#5

Outstanding voice of the
customer
Top three providers on voice of the
customer criteria

#1

#2

#3

Other notable performances
• Genpact scored the #6 spot overall. The service provider came in at #3 on co-innovation and collaboration on the back of the highly strategic D&D work it is undertaking with key
clients and expanding client adoption of creative commercial models.
• Cognizant secured the #3 position in scale of D&D operations, as well as #3 on tech innovations, reflecting a sizeable data and analytics business making investments in Horizon 3
technologies
• HCL’s continued investments across the data and analytics services value chain helped it secure the #1 position in growth and the #5 spot in depth and breadth of capabilities.
• WNS secured the #4 position in breadth and depth of D&D capabilities, buoyed by a rich history and strong investments in advanced analytics and predictive modeling, which is a
highly sought capability from enterprise clients.
TOP 10
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HFS Top 10 rankings – Data and decisions services, 2021

Rank

Overall HFS
Top 10
position

Execution
Breadth and
depth of
capabilities

Scale

Growth

Innovation
Overall
execution

Strategy and
vision

Tech
innovation

Co-innovation
and
collaboration

Overall
innovation

OneOffice
alignment

Voice of the
customer

#1
#2
#3
#4
#5
#6
#7
#8
#9
#10
TOP 10
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Top 10 profiles: Data and
decisions service providers

25

How to read our summary statements regarding each
providers’ data and decisions services capabilities
Dimension

Rank

HFS Top 10 position

#

Ability to execute

#

#

Scale

#

Growth

#

Innovation capability

#

Strategy and vision

#

Technology innovation

#

Co-innovation and
collaboration

#

OneOffice alignment

#

Voice of the customer

#

TOP 10

Strengths

Development opportunities

• Approach to native automation services. How formalized are the company’s capabilities in terms of leadership, organization,

• What we’d like to see more of.
• What we’d like to see less of.
• Customer critiques. From references and

•
•
•
•

Breadth and depth of
data and decision
capabilities

© 2021 | HFS Research Ltd.

Logo

offerings, GTM approach, and identifiable investments in strategy.
Key differentiators.
Ability to help clients drive value with native automation. Proof points and client examples that showcase how the provider is
helping clients make automation native, including notable business benefit examples.
Technology innovation. Notable partnering approach, IP, R&D, etc.
Customer kudos. From references and HFS surveys and enterprise interactions.

HFS surveys and enterprises interactions.

Sections and headings are standardized for all D&D profiles

Relevant M&A and partnerships

Key clients

Operations

Flagship internal IP and technologies

Acquisitions:
• Must be directly relevant to D&D
• Nothing before 2017

Number of D&D clients: xxx

Dedicated headcount for D&D
services:

• D&D focused

Key partnerships:
• Must be directly relevant to D&D
• Includes only most significant partner

Key clients include:
• Names preferred
• No more than 10
• Breakdown by industry

R&D centers and innovation
labs:
• xxx
Geographic delivery spread:
• North America: n%
• Europe
• Asia Pacific
• Middle East/Africa
• Latin America
• Other (specify)

26

Applied intelligence bringing problem-solving
capability at scale
Dimension

Rank

HFS Top 10 position

1

Strengths

Development opportunities

• Approach to data and decisions services. Accenture’s Applied Intelligence practice continues to grow rapidly, bolstered by C-suite and board-level

• What we’d like to see more of. Accenture should
pursue more ways to monetize data and create new
revenue streams. We would like to see Accenture
talk more about leadership for the future. Some more
industry-specific “intelligent operations” D&D
narratives would also be welcome.
• What we’d like to see less of. Reduce churn of key
D&D leadership, which has been a challenge in the
last two years.
• Customer critiques. Accenture should more actively
ask questions to client on what needs to be delivered,
provide inputs on the best approaches, and play an
advisory role to guide clients. Clients want Accenture
to be more proactive mitigating newer risks
introduced by increased remote work. Some want
Accenture to have higher preparedness to push the
scope boundaries and have a take-charge attitude to
solve new challenges beyond scope.

•

Ability to execute

1
•

Breadth and depth of
data and decision
capabilities

1

Scale

1

Growth

4

Innovation capability

2

Strategy and vision

1

Technology innovation

2

Co-innovation and
collaboration

2

OneOffice alignment

2

Voice of the customer

2

TOP 10
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•
•

attention and investments. Accenture’s vision on “intelligent operations” holds strong, and a simplified “OneAccenture” go-to-market strategy makes it
easier to anchor around.
Key differentiators. Making AI everyone’s business at Accenture has made for an interesting story of internal transformation. Intellectual property with the
largest Human + Machine workforce (150K+ humans and 20K+ machines) is a standout, bringing market leading services capabilities across the entire
D&D value chain at scale. Busy M&A activity has brought in effective plays in D&D.
Ability to help clients drive value with data and decisions. Accenture brings deep industry, functional, and technical expertise in the form of a human
+ machine workforce to deliver transformational and sustainable business outcomes to its clients. It helps re-imagine and re-invent processes and bring
innovative ideas delivered through a wide portfolio of automation, analytics, and AI assets. This strategy has translated into a more than $15 billion
financial impact delivered to clients. A global technology giant reimagined its finance, HR, and supply chain processes using the OneOffice mindset. It
used intelligent automation and several analytics and artificial intelligence-based solutions at scale to generate value worth over a billion dollars. A global
pharma major managed, augmented, automated, and orchestrated the client's data-powered digital marketing operations—upstream and downstream—
through one platform. This consolidation helped the client achieve a #1 NPS score in its top 8 markets and a significant dollar value impact. A multinational logistics company reimagined the end-to-end talent and recruitment strategy to transform its HR processes. Through the deployment of several
cloud-based assets delivered by SynOps, the client saved millions of dollars in operating costs, reduced vendor spends, and optimized hiring.
Technology innovation. AIP, Mywizard, SynOps are comprehensive data-driven platforms making impact. The list of patents continues to grow.
Customer kudos. "They have problem-solving capabilities at scale." Customers feel Accenture can introduce big ideas in ways that aren't scary and they
do understand their businesses. Customers praise their open and honest communications and ability to respond at speed.

Relevant M&A and
partnerships
Acquisitions:
N3, CreativeDrive, Sentelis, Byte
Prophecy, Yesler, Mudano, Maihiro,
VanBerlo, AlphaBeta Advisors, Clarity
Insights, Sutter Mills, Bow & Arrow,
Pragsis Bidoop, Analytics8, BRIDGE
Energy Group, Storm Digital,
Knowledgent, Adaptly, Kogentix
Key partnerships:
• Microsoft Avanade
• AWS Business Group
• Google Cloud Business Group
• Salesforce Business Group
• Alibaba Business Group
• IBM Watson, Kore, IPSoft, Celonis

Key clients

Operations

Flagship internal IP and technologies

Number of D&D clients: 4,000+

Dedicated headcount for D&D services:
40,000 (HFS estimate)

• SynOps drives client transformations by powering an integrated suite of multi-client,
multi-capability platforms. It’s powered by 3,000+ automation solutions and 160+
analytics and AI-based intelligent assets. SynOps Hub provides a unified view of
Accenture’s 150,000+ human and 20,000+ digital workforce across all insightsdriven deployments.
• Portfolio of AI–ML-based solutions include scoring engine, virtual assists, intelligent
concierge, and several analytics and AI-based solutions. Accenture’s key
proprietary solutions include:
– IDVS (Intelligent Digitization and Verification System) drives large-scale
digitization, information extraction, and verification of documents at scale.
– Intelligent Spreading Advisor (ISA) automates the financial spreading
process.
– Intelligent Email Advisor is a patented AI-based solution using machine
learning and natural language processing (NLP) for digitizing email-based
processes and enhancing the user experience.
– Predictive Engineering Compute is an AI-based proprietary tool for a
datacenter environment, which provides real-time predictions for datacenter
compute resource.

Key clients include:
• A global technology giant
• American multinational
telecommunications
conglomerate
• Japanese multinational
cosmetic and personal care
company
• European mobile manufacture
• Global beauty leader
• North American retailer
• A multinational hotel company

R&D centers and innovation labs:
• CoEs: 5 domain-specific, 3 data science, 5
regional, 10 for enterprise functions
• Experience and collaboration centers: 3
operations studios innovation, 20+ applied
intelligence network studios, 50+ digital and
liquid studios
• Innovation and R&D centers and labs: 25+
innovation centers, 7 Accenture labs
Geographic delivery spread:
• North America – 18%
• Europe – 43%
• Asia Pacific, Middle East/Africa – 25%
• Latin America – 14%
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Data and decisions market leader pulling together an
ecosystem of innovation to amplify internal investments
Dimension

Rank

HFS Top 10 position

2

Strengths
•

•

Ability to execute

4
•

Breadth and depth of
data and decision
capabilities

7

Scale

6

•

Growth

3

•

Innovation capability

1

Strategy and vision

4

Technology innovation

1

Co-innovation and
collaboration

1

OneOffice alignment

5

Voice of the customer

7

TOP 10
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Development opportunities

Approach to data and decisions services. Great to see the continued progress of the GBS organization getting more tightly
aligned. The data and tech transformation group has brought together all the emerging tech in one group to service both parts
of GBS: Business Transformation Services (BTS) and Hybrid Cloud Services (HCS).
Key differentiators. The multi-disciplined IBM Garage team uses a combination of deep domain expertise across AI,
automation, and data - a powerful way of bringing client and IBM stakeholders together to address data and decision
challenges.
Ability to help clients drive value with data and decisions. A retailer jumbo needed to improve demand forecasting on
perishables. IBM's solution pulls data from the client’s Azure cloud along with external data to create accurate forecasts for
every store, then feeds the data back into its local SAP system. It reduced the error rate from 36% to 6%, cut spoilage by 1.1
million euros, and added 875K of revenue. A large mortgage lender analyzed external data signals to increase performance of
marketing and lead scoring for mortgage applications. It used Applied IBM Digital Insights + AI@Scale, an analytics-as-anoutcome managed service solution with pre-built, configurable capabilities and a common framework for capturing, storing,
analyzing and actioning data from traditional first-party and third-party data digital data sources. The project resulted in $80
million each year in unrealized value recovered and at least 200,000 new leads per month.
Technology innovation. Amazing AI is a data science R&D from IBM Research entering practice with a focus on scalability.
IBM’s strategic partnership with process intelligence leader Celonis should help bring more organizational data into the fold.
IBM is leading the way on Explainable AI.
Customer kudos. Customers are impressed by their thought leadership, investment in innovation, and future assets. They like
IBM’s speed of delivery and expertise with AI, enshrined in its Watson capabilities. Customers say IBM is strong on
understanding where best to deploy AI in solving business challenges.

• What we’d like to see more of. IBM’s recent push toward
acknowledging the reality of the technology-agnostic world is
working really well. Its next phase must be about more
collaboration with the external D&D ecosystem, talking more about
multi-cloud with stable-mate Red Hat, and its DataOps proposition.
IBM is well on its way with examples such as its Celonis
partnership.
• What we’d like to see less of. Less selling of projects—as a
market leader, guide more clients toward more combined uses of
technologies to get to better business outcomes, “digital” solutions
that blend analytics, AI, and automation in transformational end-toend processes.
• Customer critiques. One client in our research shared that in their
view, the project with IBM was a “world first at the level of
complexity,” but required significant challenges to be overcome by
IBM and the client organization to get there. Customers want to
feel the might of global IBM, wherever it is being delivered, which is
not the case in all geographies. Some call for more clarity on
product and solution roadmaps, and more direct leadership on
suggesting the best tools for the job.

Relevant M&A and partnerships

Key clients

Operations

Flagship internal IP and technologies

Acquisitions:
• RedHat, WDG, Instana, Spanugo, TruQua
Enterprises, Nord Cloud, 7Summits

Number of D&D clients: Not
disclosed

Dedicated headcount for D&D
services: More than 20,000

Key clients include:
• Yara
• Chevron
• MUFG
• Ascena
• PMI
• Genentech
• Frito Lay
• Anthem
• SunTrust
• Credit Mutuel

R&D centers and innovation labs:
• 150+, including innovation centers,
design studios, delivery labs,
dedicated garages, think labs, and
research labs

• IBM invests more than $6 billion annually in R&D, including IBM
Research and R&D Partnerships, such as the MIT-IBM AI Innovation
Lab.
• In 2020, IBM received the most US patents of any organization,
marking 28 consecutive years of patent leadership.
• Includes 2,300 patents in artificial intelligence delivering NLP, MLOPS innovations, and building trust in AI.
• Most patents are created by inventors across all IBM business
units, converting specific challenges encountered by front-line
services teams into patented ideas that make their way into
products.
• IBM draws ideas from the confluence of teams across services,
design, product, and research through organic and explicit
mechanisms.

Key partnerships:
• Salesforce, Microsoft Azure, AWS, Celonis,
Google (Cloud), SAP, ServiceNow, Palantir,
LivePerson, Genesys, Twilio, Pega, JFrog,
Science Logic, Cast, Syniti, Shibumi, New Relic,
SysDig, Expert.ai, Planet AI, Blue Prism, UiPath,
Automation Anywhere, Kira Systems, Vidado,
Humio, MyInvenio

Geographic delivery spread:
• North America – 35-40%
• Europe – 35-40%
• Asia Pacific – 20-30%
• Middle East/Africa – <5%
• Latin America – <5%
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Ambitious data and decisions technology leader looking to
modernize the entire digital and data estate of its select customers
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HFS Top 10 position
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•

•
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8
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2
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4
8
4
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5

OneOffice alignment
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Voice of the customer
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Development opportunities

Approach to data and decisions services. TCS’ overall approach is to take offerings that modernize the entire data and digital estate of its customers. Decision
• What we’d like to see more of. M&A that
Fabric is a proprietary set of technology components that can be assembled to create agile solutions for clients. The whole philosophy is built around MFDM (Machine
can complement existing internal
First Delivery Model), which strives to augment human decision making alongside automation and AI.
capabilities. Exploration of new innovative
data and decisions technologies and
Key differentiators. TCS’ persona-based tailoring of D&D capabilities is compelling. Its rollout is focused on CXO stakeholders aligning to value for each particular
ecosystem plays.
CXO with integration partnerships to create value across all at once.
Ability to help clients drive value with data and decisions. A life sciences company in Japan needed to handle region-specific formatted data for cleansing and
reporting to its research wing in the correct format. TCS used modular processing, a centralized database, metabot for steady and faster output, conditional filtering,
selection, reconciliation at all stages of processing, and intelligent aberration sensing. The project resulted in faster time to market with 100% accuracy and zero
manual intervention. An Asian global oil and gas business needed to lead in the domestic retail fuel market. The TCS program touched all stakeholders, from the
board to the operational team, and identified savings of $18 to $38 million annually in operating model organizational restructuring. Its pricing effectiveness and
visibility of cost drivers supported volume growth by ~3% and improved margins by ~30%. Optimal vessel planning and utilization cut primary distribution costs by
5%–10%. End-to-end visibility and centralized inventory management reduced enterprise inventory levels by 10%–15%. The project created a digitally empowered,
de-siloed organization.

•

Technology innovation. TCS DATOM helps clients evaluate their current state and define a future target operating model built around data and analytics maturity.
TCS is creating an advisory framework based on industry KPI maps and ecosystem data in the context of an overall enterprise transformation journey.

•

Customer kudos. Customers say TCS has exceptional relationship and program management and is responsive 24/7. TCS is especially praised for its dedication,
flexibility, and technical skills. Customers like the deliverable quality and that teams are prepared to be open with and question their clients. "They are there for us in
good and bad. We recently lost people from another partner. TCS jumped in and said, 'don't worry about the SOW, let's get it done!'"

Relevant acquisitions and partnerships
Acquisitions:
• W12
• Bridgepoint
• Mitsubishi
Key partnerships:
• SAP, Oracle, Salesforce, IBM, Tableau, Qlikview,
Teradata
• Microsoft, AWS, GCP
• Celonis

Key clients
Number of D&D clients: 1,030+
Key clients include:
• Westpac Banking Corporation
• RBI
• Microsoft Corporation
• Nationwide
• GE Healthcare
• Tata Steel
• DBS
• CISCO
• Aviva
• Tata Business Excellence Group

Operations
Dedicated headcount for D&D
services: 44,300
R&D centers and innovation
labs:
• 50+ CoE and innovation
centers worldwide, including
TCS Pace Ports
Geographic delivery spread:
• North America – 50%
• Europe – 30%
• Asia Pacific – 15%
• Middle East/Africa – 3%
• Latin America – 2%
• Other (specify)

• What we’d like to see less of. Complex
solutions, narratives, and IP—customers
are increasingly outside of the CIO’s office
and TCS needs to continue to refine its
articulation of the technology R&D and IP it
brings.
• Customer critiques. The formality of the
TCS company structure sometimes slows
it. Some have experienced turnover in
account managers and would prefer more
consistency in this respect. Others are
finding delays when requiring the most
highly-qualified expertise for deployment.

Flagship internal IP and technologies
• DATOM™ (Data & Analytics Target Operating Model): Framework for
curating data and analytics programs and the reference for TCS Strategy
and Advisory services for Data and Analytics.
• Ignio™: TCS’ cognitive automation product using contextual awareness to
autonomously diagnose and fix issues in enterprise IT operations,
preventing outages before they happen. ignio works on the principle of
“Learn, Resolve, and Prevent.”
• DAEzMo™ (Data & Analytics Estate Modernization): Helps accelerate
data centricity by delivering a unified data platform including operations,
AI needs, and compliances on-cloud or on-premise.
• Decision Fabric: Multiple fabrics to accelerate solutions builds at pace, for
example, patient safety (pharmacovigilance), surveillance, communication
surveillance, legal contract analytics.
• Optumera™: AI-powered merchandise optimization suite that helps
retailers right-space categories.
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Committing to a Horizon 3 era of data and AI talent
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Rank

HFS Top 10 position

4

Ability to execute
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7

Growth

7
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6
2

Technology innovation

6

Co-innovation and
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8
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1

Voice of the customer

5
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Development opportunities

•

Approach to data and decisions services. Great data literacy lifecycle with an interesting focus on data monetization and a thoughtprovoking three-horizon vision for data strategy. Clients need this to push them toward data innovation.

•

Key differentiators. Its focus on creating net new talent is commendable, with internal investments such as Lex/Wingspan, external
partnerships such as Udacity, and getting creative with new types of skillsets and roles in data (e.g., data hunters and AI story tellers). Data
scientists drive business strategy then stay on to see through the downstream delivery.

•

Ability to help clients drive value in data and decisions: For a global insurance provider, Infosys used a OneOffice approach helping
clients move beyond traditional silos to reorient around customer journeys. It applied Lean and an automation framework called INFYnity A#
to think differently and analyze every aspect of work. Its people-led approach engaged teams in the automation transformation. The data and
analytics platform applied a core of algorithms, insight, data in the autonomous digital cockpit. The provider gained a 26% productivity
improvement (vs. an 18% target). A multinational telecommunication conglomerate improved conversion rates of its 600+ retail stores and
optimized store operations. It implemented the Infosys Vision Analytics solution leveraging computer vision and deep learning techniques to
derive real time KPIs from video steams from surveillance cameras in the store. This solution enables capabilities like customer identification,
customer tracking, merchandise identification, merchandise tracking, a store heat map of customer movements, product affinity, dwell time,
and interaction time to understand customer behavior in the store. Insight enabled uplift in conversion from 2% to 10%.

9

Breadth and depth of
data and decision
capabilities

Innovation capability

Strengths

•

• What we’d like to see more of. Critical aspects such as
explainable AI (XAI) need to move beyond a few large clients to
drive sustainable adoption. Infosys must show more examples of
what a "data-driven enterprise" looks like, tackling these systemic
challenges of trust and bias around data.
• What we’d like to see less of. Working with clients and thinking
about data and decisioning as technology levers, rather than
innovation. Using data strategically is a 20 year battle for many
enterprises and Infosys can lead the change for strategic clients.

• Customer critiques. We would like to see teams more prepared
when tackling the shift of legacy apps. In the emerging normal of
remote work, they would like to see teams more able and prepared
to work independently and suggest driving more communications to
support this. And, while reveling in the quality of technical
resources, some clients would like to be working with teams better
Customer kudos. Customers like the upfront honesty they get from Infosys when they hit the inevitable bumps in the road found in most
able to engage business users.
projects. They praise Infosys' willingness to work with their clients on solutions rather than imposing solutions on them. They like the quality of
delivery resources; its strong technical competency is widely appreciated.

Relevant acquisitions and
partnerships
Acquisitions:
• 2019: Stater—Data and analytics as a
service in mortgage sector
• 2020: BlueAcorn iCi—An insightsdriven strategic consultancy
• 2021: Carter Digital—Helps Infosys
build human-centric data driven
experience and scale the Australasian
market
Key partnerships:
• Microsoft (Azure)
• AWS
• GCP
• Snowflake

Key clients

Operations

Flagship internal IP and technologies

Number of D&D clients: 750+

Dedicated headcount for D&D services:
26,340

• Infosys Data and Analytics Platform: An integrated managed platform to
enable enterprises to manage the entire data and data science estate on
a hybrid infrastructure. It enables data-and-insights-as-a-service with a
line of sight on cost of managing estate. The platform leverages AI
capabilities to augment all data and data science life cycle activities.
• Digital Brain: A design blueprint for a cognitive layer that is highly
autonomous and deeply immersive. It provides a set of building blocks for
autonomous orchestration services, graph ontology, and AI/ML agents to
enable seamless experience through connected intelligence.
• Enterprise Information Marketplace: One-stop solution for enterprise
information assets combined with the power of self-service and
collaboration. Ability to search for data, KPIs, reports, and models through
an integrated marketplace. Search enabled.
• Infosys Data Wizard: Enable data estate modernization through
accelerated migration of data, code, and reports.

Key clients include:
• Telenet
• BMG
• AIMIA
• Kraft
• GlobalFoundries
• DNB
• Medtronic
• University of Melbourne
• GSTN
• Hersheys

R&D centers and innovation labs:
• Six technology and innovation hubs in the US
and digital studios and innovation centers in
London, Melbourne, Bangalore, Providence,
Dusseldorf, Bucharest, and Marseille.
Geographic delivery spread:
• North America – 29%
• Europe – 49%
• Asia Pacific – 18%
• Middle East/Africa –1%
• Latin America – 3%
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Redesigning process flows into end-to-end data flows
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•
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11
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1
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•

Development opportunities

Approach to data and decisions services. EXL overtly leads with data, which placed it in a good position when the pandemic struck, offering the chance • What we’d like to see more of. Continue down the
to move up the value chain to help create data-led businesses as so many discovered the urgency to prioritize their own data and decisioning capabilities.
path of creating IP. EXL is on the right track, but we
EXL is building collaborations between its operations and analytics practices to define “good” industry and functional process flow and redesigning process
want to see more solutions that build on the critical
flows into end-to-end data flows.
point where data supports both insights and
automation. EXL can scale its data capabilities
Key differentiators. Its domain focus is in BFSI and healthcare. It has a strong advanced analytics talent pool, which along with the domain expertise,
learned in one vertical into others, particularly learning
helps EXL solve nuanced business problems in its industries of choice.
from its CX capabilities to deliver where D2C is
Ability to help clients drive value with data and decisions. EXL created a specialized CoE for a top-three US bank incorporating model development
becoming increasingly relevant.
and monitoring, BI and reporting, strategy analytics, exposure management strategies, acquisition risk decisioning and line assignment, and data
•
What we’d like to see less of. Focus less
infrastructure transformation. The project delivered a 5X business impact to the bottom line, 15% efficiency, 30+ portfolios and products, and 7+ years of
on expanding from the “top of the triangle” advanced
business relationship. EXL enabled the transformation journey of a UK catalog retailer to a top-three pureplay digital retailer with its Customer 360, User
analytics and AI services; increase focus on hairier
Experience Optimization Framework, Omni Channel Arbitration Engine, and Optimize CPA. The project delivered single source of truth of online and offline
data problems such as cloud investments, data
customer behavior; 3% conversion increase, 5% NPS increase, 10% increase in app downloads, 15% decrease in bounce rate on website, and optimized
engineering, etc.
digital channel spend and targeting.
• Customer critiques. Customers are asking for more
Technology innovation. Recent investments in tech accelerators including Xtrakto.AI and Exelia.AI strive to solve unstructured data challenges.
“front-facing project managers who can lead both
Customer kudos. Customers like EXL's ability to deliver “end-to-end solutions built at pace, at cost, with high reusability.” Customers rate size, scale, cost,
business people and IT at the same time.”
speed to delivery, and response times as EXL's greatest strengths.

Relevant acquisitions and
partnerships
Acquisitions:
• SCIO Health Analytics
Key partnerships:
• ABC, TransUnion, HSBC, Equifax,
Experian, Blackline, Hyland, Basware,
CoAction, FlamingoAI, Camunda,
TimelinePI, Nuance, Automation
Anywhere, UiPath, Blue Prism,
Antworks, Genesys, Chatteron, Verint,
Sisence, Informatica, Collibra,
Orchestra Networks, Snowflake,
Systran
• AWS, Microsoft, Tableau, Oracle, XL
Cubed, Corridor Platforms, Veeva
Services

Key clients
Number of D&D clients: 160-170
Key clients include:
• Twelve of top 20 global banks
• Eight of top 10 US banks
• Three of top 5 UK banks
• Three of top 4 global payment
networks
• Eight top US fintech and alternate
lenders
• Three of top 5 global asset
management firms
• Eight of top 10 global insurers
• Eighteen of top 30 US insurers
• Six of top 10 US payers
• Three of top 4 major US sports
leagues

Operations

Flagship internal IP and technologies

• EXL AI:OS: Architecture that integrates cloud-native AI solutions to improve access to
upstream clean data, embedded analytics, data-driven workflows, scalability, and the
ability for employees to work at the “top of their license.”
R&D centers and innovation
• EXL Xtrakto.AI: Ingests and processes documents (structured, semi-structured and
labs:
unstructured) from heterogeneous sources, including handwritten documents.
• Digital Experience Center in New • Exelia.AI: Offers a human-like interaction for self-service with in-context NLP and ability
Jersey
to assess emotions and switch to a real agent when appropriate.
• Six innovation labs across the
• EXL NerveHub: Digital command center enabling companies to orchestrate digital and
US, the UK, India, and the
human workforces.
Philippines
• EXLCIP (EXL Commercial Intelligence Platform): Data integration platform specifically
designed for life sciences companies to enable control of commercial data assets. It is a
Geographic delivery spread:
multi-channel customer interaction platform.
• North America – 15-20%
• EXL LDS New Business and Underwriting: Cloud-based solution with integrated external
• Europe – 0-5%
data sources, automated underwriting, and STP to enable new insurance product
• Asia Pacific – 80-85%
launches in days.
• Middle East/Africa – 0-5%
• EXL Digital KYC Solution combines proprietary knowledge, analytics, automation, and
• Latin America – 0-5%
data partnerships to deliver a digital KYC profile in minutes.
• EXL PayMentor is a payment assistant solution that covers collection operations,
collection analytics, and all aspects of full-cycle collections.
Dedicated headcount for D&D
services: 7,000-7,500
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Advanced analytics and AI specialist investing in
foundational data integration and governance
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HFS Top 10 position
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8
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7
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6
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Development opportunities

•

Approach to data and decisions services. Genpact continues to lead with strong advanced analytics and AI capabilities, and it is making concerted efforts to
expand into foundational data integration and governance pieces where many enterprises struggle today.

•

Key differentiators. Functional domain expertise across finance, procurement, supply chain, and marketing helps Genpact build out business-outcome-centric
engagements and improved end-to-end use cases. For example, for CPG to sales, supply chain and finance must align to help sales grow the business rather
than run it.

•

Ability to help clients drive value with data and decisions. Genpact helped a Fortune 100 co-branded card issuer improve customer experience with
dedicated analytics CoE, a defect-free measurement system, data architecture designed to eliminate operational silos, data integration to build foundation for
analytics frameworks, and best practices to generate sustained benefits. It achieved $40 million savings through data-driven analytics over five years, a 6% yearover-year cut in operation costs and a 25% increase in both customer self-service and first-call resolution. A global airline needed to reduce downtime and
unscheduled maintenance. Genpact created big data analytics algorithms to predict engine failure and plan for asset maintenance and downtime; it studied a
combination of airborne and ground operations data, consolidated data sources including engine signal data, service logs, and replacement logs, and leveraged
analytics algorithms and failure forecasting models. It built a recommendation engine to suggest component replacement before failure to minimize repair times.
Efforts reduced downtime by 20% and saved $50 million over three years.

7

Breadth and depth of
data and decision
capabilities

Innovation capability

Strengths

•

Technology innovation. Cora AI accelerators are innovated, and the acquisition of Enquero adds interesting IP with “PowerMe” platform to solve some of the
data lineage, quality, and governance challenges that are so rampant among client organizations.

•

Customer kudos. Clients are impressed by the professional and personal relationships Genpact establishes and its focus on business outcomes, commitment to
“being on the journey” with its clients in a collaborative approach, and its depth of data expertise. “Whatever the challenge, the work always gets done.”

Relevant acquisitions and partnerships
Acquisitions:
• Enquero, Something Digital, Rightpoint, Risk
Canvas, Barkawi
Key partnerships:
• Service line partners: Highradius, Kinaxis,
Tradeshift, BlackLine, Argus, Fenergo, Coupa,
AppZen, Deloitte, Workday
• Horizontal partners: Automation Anywhere,
UiPath, Celonis, Salesforce, FourKites,
WorkFusion, Glassbox, Spark Beyond, Blue
Prism, Signals Analytics, Syniti, Snowflake

Key clients

Operations

• What we’d like to see more of.
Genpact must continue investing
in more consulting capabilities to
complement its existing D&D
services.
• What we’d like to see less of.
Aggressive selling of existing
solutions and IP vs.
understanding what customers
want and tailoring capabilities.
• Customer critiques. Some feel
they experience too much
turnover in Genpact teams,
leaving some customers feeling
they are “always working with
somebody new.”

Flagship internal IP and technologies

Number of D&D clients: 300+

Dedicated headcount for D&D Patents on Genpact’s underlying Cora AI technology:
services: 11,750
Key clients include:
• Extraction: A system, method and a computer program that
• Panasonic
R&D centers and innovation
automatically identifies, parses and interprets tabular data from
• Heineken
labs:
unstructured documents stored in various formats such as ASCII
• American multinational retail
• 16 innovation centers and
text, Unicode text, HTML, PDF text and PDF Image format using
corporation
labs in London, Bucharest,
grammar descriptors.
• American investment management firm
Tokyo, and across the US
• NLU/Classification: A method to determine the impact of a document
• Fortune 100 cobranded card issuer
and India
on a specific concept of interest. This method and system allows the
• Leading financial services company
engine to determine the meaning of a document with respect to a
• Auto finance company
Geographic delivery spread:
concept across different topics like unstructured data processing,
• A leading consumer goods company
• North America – 18%
process modelling, user interfaces, and computer visions.
• Leading hospitality company
• Europe – 7%
• PowerMe: Data lineage, quality, and governance platform.
• An aircraft engine manufacturer
• Asia Pacific – 73%
• Wind turbine operator
• Latin America – 2%
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An impressive ecosystem of partners and
specialized data and decisions talent
Dimension

Rank

HFS Top 10 position

7

Ability to execute

6

Strengths
•

Approach to data and decisions services. Wipro’s new simplified operating model offers the opportunity for better internal alignment to serve clients’ wide• What we’d like to see more of. Even more
ranging challenges and needs around data. Wipro’s big idea is its new Experience Transformation offering: Transform customer and employee-facing processes to
progress and clarity in what “simplified” Wipro
a set of services powered by microservices and using experience as the driving factor, underpinned by data used to redesign processes into digital business
can do for D&D clients, working in unison
workflows.
across other emerging technologies.

•

Key differentiators. Particularly good on curating an ecosystem of partners, including major tech vendors such as Informatica, hyperscalers, machine learning
platforms such as DataRobot, and new and emerging startups. Access to new sources of data and AI talent and skillsets with Topcoder is unique, especially
progress on consulting-led engagements where Topcoder is used strategically.

•

Breadth and depth of
data and decision
capabilities

10

Scale

4

•
•

Growth

5

Innovation capability

• What we’d like to see less of. Need to see
more strategic use of Designit capabilities to
build user-centric decisioning systems for
enterprise clients. Wipro is positioning around
Ability to help clients drive value with data and decisions. A leading medical devices business improved insights-for-decisions from data. It built a cloud-based
“design-led data” and has the opportunity to
scalable-data platform to help citizen data scientists perform analytical experiments. It applied a centralized meta-data management approach to ingest structured
showcase more in this area.
and unstructured data, resulting in a single version of truth and a 360-degree view enabling self-service for business users. An Australian insurance company
needed to improve CX and remediation outcomes. Wipro helped its client by delivering an end-to-end data and analytics capability covering technology, data,
• Customer critiques. "I want them to feel as
analytical applications, and an operating model that improved information maturity. The project reduced the attrition rate by 1.7% and increased attribution model
accountable for the work being done as we
accuracy by 90%. It also improved CSAT, leading to increased cross sell and conversion.
are. Sometimes I feel they act as the
subordinate." Clients would also appreciate
Technology innovation. Data as a driver for innovation provides a platform on which new ideas can be built and operationalized via AI centers of excellence.
proactive recommendations for new use cases.
Wipro displays progress on pre-built components, accelerators, pre-configured solutions, and a range of platforms.
Customer kudos. Praise for internal comms and regular updates on plans as they progress. Clients describe Wipro as a “true partner” and for bringing a strong
mix of internal IP and external capabilities. Wipro’s data understanding, data management capabilities, and speed of development are also highlighted.
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Strategy and vision

3

Technology innovation

7

Co-innovation and
collaboration

10

OneOffice alignment

8

Voice of the customer

3

TOP 10

Development opportunities

© 2021 | HFS Research Ltd.

Relevant M&A and partnerships Key clients

Operations

Flagship internal IP and technologies

Acquisitions:
• Appirio, Topcoder, Cooper, DesignIt,
Rational Interaction, 4C, Eximius,
IVIA, Syfte

Dedicated headcount for D&D services: 28,057

• Sciences Labs (xSL) platform: Brings together domain, design, and
technology capabilities along with IPs to experiment and innovate in
collaboration with an ecosystem of start-ups, technology partners, academia.
The xSL is a persona- and industry-specific solution for processes across
marketing, finance, HR, operations, risk, and compliance. Example of the xSL
platform providing benefits to Wipro customers’ digital journeys are as follows:
• Data Discovery Platform (DDP): DDP platform provides domain-specific
exploratory and cognitive analytics, leveraging advanced algorithms and
accelerators for automation. DDP helps perform analytical experiments on
multitude and voluminous data to derive insights across industries. This is
offered as “Insights-as-a-service” and “Deploy on customer cloud” methods.
• Wipro HOLMES: The HOLMES platform handles all the needs from building,
publishing, metering, governance, and monetization of heterogeneous AI
solutions. It supports end-to-end AI model lifecycles from development to
feedback. Further, persona-targeted apps handle IT and business use cases
for CIO, CFO, CPO, etc.

Key partnerships:
• Microsoft Azure, AWS, GCP,
Informatica, DataRobot, Dataiku
• Snowflake, Tableau, Anaplan,
Databricks, ThoughtSpot, Teradata,
Collibra, Alation
• Key investments: Yugabyte, Immuta,
Incorta

Number of D&D
clients: 850+
Key clients include:
• Alight
• RSA
• Citi
• NHS
• Philips
• Metro AG
• Levi's
• BT
• Telefonica
• Broadcom

R&D centers and innovation labs:
• Innovation hubs in Mountain View, California
• Technovation Lab in Bengaluru, India
• Labs include: AI Lab, Analytics Innovation Labs, Cloud
Studio, and Computer Vision Lab
Geographic delivery spread:
• North America – 57%
• Europe – 28%
• Asia Pacific – 8%
• Middle East/Africa – 5%
• Latin America – 2%
• Other (specify)
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Flexible and adept technology leader bringing the
wisdom of a “data-first” approach
Dimension

Rank

HFS Top 10 position

8

Ability to execute

3

Strengths
•

•

•

Breadth and depth of
data and decision
capabilities

5

Scale

9

•
•

Growth

1

Innovation capability
Strategy and vision
Technology innovation

Relevant acquisitions
and partnerships

9

Acquisitions:
• DWS, Strong Bridge
Envision, Actian
• H&D International, C3iS

Co-innovation and
collaboration

7

OneOffice alignment

9

Voice of the customer

8

TOP 10

Approach to data and AI services. HCL’s data-first approach shifts from a traditional data focus to an insight-driven approach. Data first, in HCL’s view is a
• What we’d like to see more of. HCL is a
combination of helping clients become experience-driven, develop a product mindset, and use existing business wisdom (competencies and processes and
solid and reliable player in taking customers
knowledge management).
on their Horizon 1 and 2 journeys. We'd like
to see them providing a firm guide to the
Key differentiators. Adaptive Data Platform, built on principles of data fabric; Intelligent Data Management, end-to-end lean processes enabled by AI/ML;
future with a clear point of view about
consumption-based analytics, an ecosystem of services from information to insight for business experiences; AI and ML at scale, (MLOps) automate analytics and
Horizon 3 tech and its impact.
AI, delivering experiences through best practices, tools, and processes driving collaboration between data consumers and suppliers. Strong on applying deep
learning to understand and predict changes in customer need.
• What we’d like to see less of. Technologycentric conversations. Raise the priority of
Ability to help clients drive value with data and decisions: A retail bank in Scotland streamlined data integration to develop re-usable AI components (pre-trained
BPO, and that may rapidly resolve.
models, ML libraries). It achieved twice the data in half the time at 25% of the cost and a 95% improvement vs. its outsourced model. A leading pharma company in
the US developed a prediction demand engine for COVID-19 drugs to product more short supply products impacted by quarantines. Data prep, blending, loading, and • Customer critiques. Customers want HCL
visualization increased efficiency 34%-45%, cut distribution costs by up to 23% (peak), and reshaped demand forecasting. A leading retail store chain in the US
teams to come to them with new ideas and
improved instore CX by establishing a 360-degree view of products and customers and raised adoption through improved data quality and the resulting trust in that
to more readily understand “the bigger
data. It experienced a 25% revenue uplift through cross-sell and upsell. A parcel delivery multinational implemented data science model production on a global scale
picture.” They want to hear more about
and data science processing design and engineering for real-time workflows.
emerging possibilities to answer their
business challenges and continue the
Technology innovation. Advantage Azure Assistant delivers a conversational digital experience to enterprise workforces across application silos.
conversation beyond the pitch.
Customer kudos. “I trust HCL more than the rivals we considered. They represent us as much as our employees.” Clients list flexibility, technical prowess, and a
laser focus on what’s best for the engagement.
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Development opportunities

Key partnerships:
• Microsoft, Google, Amazon
• IBM, Salesforce, Oracle,
SAP
• Tableau, Cloudera,
Informatica, Alteryx
• Snowflake, QlikView,
Talend
• Cisco, MuleSoft, Adobe

Key clients

Operations

Flagship internal IP and technologies

Number of D&D clients: 170
Key clients include:
• A European multinational banking and financial services
corporation
• Australian multinational bank
• One of the largest wireless network operators in the US
• UK’s largest supermarket chain
• World's largest multinational consumer goods corporation
• US medical insurance conglomerate
• Largest energy delivery firm
• Swedish furniture brand
• One of the largest pharmaceutical companies in the world
• The governing body for cricket in Australia
• Most recognized English Premier League football club

Dedicated headcount for D&D services: 12,346

• Sketch (Accelerator): Provides "data pipeline"
development and deployment framework to accelerate
data availability and accessibility.
• Model Manager (Accelerator): HCL’s Model Manager
provides enterprise-scale tooling to manage the data
science life cycle for AI/ML projects on Python.
• HCL VISION: Cloud-based computer-vision-as-aservice with pay-as-you-go pricing.
• ADvantage DQ: Captures, organizes, and
consolidates data profiling metadata from disparate
tools, including internal data profiling tools developed
by an organization, to provide actionable insights.
• Advantage Azure Assistant (ADAz.IZ): ADvantage
Azure Intelligent Assistant delivers a conversational
digital experience to enterprise workforces across
application silos.

R&D centers and innovation labs:
• 25+ co-innovation centers across geographies
• IoT WORKS CoLLAB (Redmond, Washington)
• Digital & Analytics Experience Center (Frisco, Texas
• Scale Digital Delivery Center (Noida, India)
• Digital Scaled Delivery and Co-Innovation Lab (Watford,
UK)
• Cloud Native Labs (London, UK)
Geographic delivery spread:
• North America – 58%
• Europe – 19%
• Asia Pacific – 16%
• Middle East/Africa – 6%
• Latin America -1%
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Helping enterprises become digitally native with
modern decisioning
Dimension

Rank

HFS Top 10 position

9

Ability to execute

10

Strengths
•

•
•

Breadth and depth of
data and decision
capabilities

11

Scale

3

Growth

10

•

Innovation capability

•

Approach to data and decisions services. Cognizant has a well-articulated vision of where data can play a role in today's businesses. It is built on the belief
• What we’d like to see more of. Keep on
that modern enterprises need modern decisioning, incorporating data foundation and intelligence in equal measure—which we see as very much in line with
pushing clients to automate in the cloud. We're
market needs. Cognizant seeks to develop a decisioning strategy with its clients before it tackles architecture. It places its data practice at the heart of
looking for examples that take this beyond
coordinating relevant experts to support clients in becoming digital first, acting like a digitally native business. It aims to help clients create a culture in which data
aspirations.
drives critical decisions at speed.
• What we’d like to see less of. Lip service on
Key differentiators. Strong focus on enabling decisions, whether automated or human, and now investing in assets to make decisions count.
"activation" of data and insights to take it
through to action, with some concrete examples.
Ability to help clients drive value with data and decisions. TGS, a data services company in the energy sector, had Cognizant leverage its BigDecisions
Go hard on closing that gap to the enablement
platform, running on AWS, to power its DaaS data and insights offering. It realized $200 million revenue growth potential through digitization of business model
of the decision where clients struggle most.
and a 10% increase in success rate in onshore drilling. For American print and imaging company Lexmark, Cognizant employed Data Modernization leveraging
BigDecisions on Microsoft Azure Cloud with IaaS services to accelerate movement of business applications from a multi-cloud environment to Azure, focusing on • Customer critiques. Cognizant can improve on
business transformation for a 21% overall effort reduction with end-to-end automation savings of 50%-60%. Global beverage and snack company Pepsico’s use
providing the personal touch to deliver an
of a revenue management platform resulted in $10 million+ incremental sales through optimal mix management and white space identification, $5.5 million
optimal customer experience. It should consider
incremental contribution margin through price optimization, and 2x improvement in trade spend effectiveness.
adding even more value by going beyond simply
getting the job done well, improving their
Technology innovation. Evolutionary AI to "bootstrap" environments where there are few data points to get to value faster. Evolutionary AI also allows
proactive generation of solutions for customers.
simulation vs. multiple, even conflicting, outcomes, such as sales vs. margin.
Customer kudos. Customers praise a well-established around-the-clock escalation process with major incident managers always ready to resolve with the right
people. They say Cognizant has an onshore-offshore model that works. Customers say Cognizant teams have good understanding of the environments they are
working in and add value in problem management. "They are not just taking orders; they take ownership," said one.
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Relevant M&A and
partnerships

Strategy and vision

5

Technology innovation

3

Co-innovation and
collaboration

Acquisitions:
• Magenic Technologies,
Servian, Inawisdom,
Bright Wolf,
10th Magnitude, Tin Roof
Software, New Signature,
Lev
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6
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Development opportunities

Key partnerships:
• Microsoft, AWS, GCP,
IBM, Informatica, Alation,
Compellon, DataRobot,
Databricks, Narrative
Science

Key clients

Operations

Flagship internal IP and technologies

Number of D&D clients: ~1,350

Dedicated headcount for D&D services: 52,000

Key clients include:
• TGS
• Lexmark
• Network Rail
• Grundfos
• ConEdison

R&D centers and innovation labs:
• Dallas: Data engineering innovation center
• Centers of excellence in New York, San Francisco,
London, Berlin, Bangalore, Chennai, Singapore
• Evolutionary AI labs in San Francisco
• Global network of collaborative labs

• ESP (Evolutionary Surrogate-Assisted Prescription) – RL (Reinforcement
Learning): A general-purpose algorithm based on ESP cuts regret and data
sample requirements. Example use cases include time-series problems
such as NPI scheduling for a pandemic, robotics, and games. This
innovation won best paper award at GECCO-2020 conference.
• RIO (Residual Input/Output Certainty Model): A Gaussian program model
trained based on input and output and trained data of a pre-existing
regression model that produces point-certainty distributions for the original
model. Example use-cases include any regression model for forecasting or
regressions; for example, price estimation models.
• Cognizant’s patented Learning Evolutionary Algorithm Framework (LEAF)
uses advanced evolutionary algorithms and deep learning to produce
results from complicated, multivariate problems. Millions of variables can be
evaluated against business goals and best path to success identified.
• BigDecisions: Data platform running on AWS/Azure that powers
Cognizant’s DaaS data and insights offering.

Geographic delivery spread:
• North America – 24%
• Europe – 12%
• Asia Pacific – 60%
• Middle East/Africa – 3%
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Industrialized insights-as-a-service across brand,
marketing, R&D, media, and sales
Dimension

Rank

HFS Top 10 position

10

Ability to execute

8

Strengths
•

•

Breadth and depth of
data and decision
capabilities

3

Scale

8

•

•
•

Growth
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Innovation capability
Strategy and vision

Relevant acquisitions and
partnerships

6

Acquisitions:
Liquid Hub, Adaptive Lab, Doing, June
21, Advectas, Altran, Fahrenheit 212,
Purpose, Frog, Idean, Adaptive Lab,
WhiteSky Labs, RXP Services, The
Works

5

Co-innovation and
collaboration

4

OneOffice alignment

10

Voice of the customer

4

TOP 10

Approach to data and decisions services. Capgemini's Frictionless Enterprise vision relies on data as the catalyst for keeping the enterprise running, calling for
• What we’d like to see more of. Finding
unified data, aligned to business strategy and automated. The data and decisions focus is on driving business outcomes via data transformed into insights. The practice
ways to bring more best practices to
is organized around applying data to address business issues with AI/ML-enabled data science solutions. To achieve business outcome realization, there is an insistence
clients globally. We would like to see
on high levels of data quality and governance within a secure data estate. These ambitions guide the future alignment of their portfolio and the development of their team
where the “frictionless” narrative is
and capabilities. Capgemini is committed to innovation to help customers drive out cost, shift from reactive to proactive, and gain market share, and highlights its
being developed for specific industries,
acquisitions in innovation as integral to its data and decision capabilities.
too.
Key differentiators. The focus is on how data can make a brand more relevant. Its data-driven enterprise solution brings together strategy, BPO/ADM, insights, and data • What we’d like to see less of. Being
estate to unify data, aligned to business strategy and automated. The company seeks to drive out cost and increase industrialization. Core to this is hardening Data
metric focused vs. outcome focused.
Masters as a strategic asset and driving cost out of the estate before partnering with clients on the new intelligent services and products that will reconfigure a more
We would like to see Capgemini be
relevant brand.
more forceful pushing flexible contracts.
Ability to help clients drive value with data and decisions. Over five years, Unilever and Capgemini developed the People Data Centre. Offering industrialized
• Customer critiques. Customers want
consumer insights as-a-service, it aids in decision making across brand, marketing, R&D, media, and sales. The project saved €30 million annually and fueled significant
Capgemini to come to them with a 360growth. “I see it as a core part of our strategy because I know the impact on our top line and the market efficiencies it has delivered,” explained Graeme Pitkethly,
degree view of everything they could
Unilever Chief Financial Officer.
offer to solve a problem. Clients are
Technology innovation. Solid investment in new capabilities includes industrializing its IDEA asset (industrialized data, AI and analytics, engineering acceleration),
sometimes left wondering what else
which delivers data platforms for clients, and further development of its 890 platform, which catalogs solutions in the client-supplier-partner ecosystem.
Capgemini could do for them, rather
Customer kudos. Clients praised Capgemini’s understanding of industry and business, quality of problem solving, “never missing a beat” during a difficult time, and
than being told.
faultless deliveries. They describe its consulting governance frameworks as exemplary and praised rapid responses to escalation.
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Technology innovation

© 2021 | HFS Research Ltd.

Development opportunities

Key partnerships:
• Microsoft
• AWS
• GCP
• SAP
• Salesforce
• Adobe
• Snowflake
• IBM
• Informatica, Alation, Dataiku

Key clients

Operations

Flagship internal IP and technologies

Number of D&D clients: ~1,700

Dedicated headcount for D&D services: 25,350

Key clients include:
• Multinational automotive company
• Nordic-based European financial services
group
• Unilever
• German multinational insurance company
• German multinational pharmaceutical and
life sciences company
• Global top 10 conglomerate
• American mass media and entertainment
conglomerate
• Coca-Cola
• Leading healthcare and consumer goods
company
• French multinational insurance firm

R&D centers and innovation labs:
• Data and AI Academy, AIEs, Applied Insights
Foundry—across EMEA, APAC, North America,
Central America, and South America
• 11 centers for AI
• 15 client co-innovation centers

• 890 by Capgemini: Accessible, connected, secure, compliant platform
transformational through three data-driven capabilities, Data
Exchange, Insights Exchange, and Outcome Exchange, all consumed
on demand. Data Exchange is an intelligently blended catalogue of
30+ first-party and third-party data sets with consumption-based
pricing. Insights Exchange on 890 is a marketplace to access and
exploit industry algorithms. Outcome Exchange on 890 comes with
pre-packaged analytical services.
• CUBE/AIE/FinTech Hub: AI and analytics cloud platform hosting
independent software vendor tools for building proofs of technology
and proofs of concept. So far, 230 solutions, accelerators, and
reusables have been using CUBE.
• IDEA by Capgemini: Industrialized data and AI engineering
acceleration, which allows clients to accelerate time to value with data
and AI platforms by 40% and decrease costs of data and AI platforms.

Geographic delivery spread:
• North America – 38%
• Europe – 46%
• Asia Pacific – 11%
• Middle East/Africa – 3%
• Latin America – 2%
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Domain-centric process experts using data and insights
to uplift CX/EX
Dimension

Rank

HFS Top 10 position

11

Ability to execute

11

Strengths
•

Breadth and depth of
data and decision
capabilities

4

Scale

11

Growth

8

Innovation capability
Strategy and vision

•

•
•

Approach to data and decisions services. Major priorities are in the automation of actionable data-driven decision making in the context of clients with internal business
and data silos. WNS’ larger objective is digitally driving business insights through hyperautomation to improve outcomes for business users/customers.
Key differentiators. Co-innovation and co-creation with clients is a key strength, plus highly domain-centric advanced analytics and machine learning use cases. Good
recognition of native automation and D&D interplay, and, most importantly, solutions and case examples are comprehensive and steeped in domain needs.
Ability to help clients drive value with data and decisions. For a London markets insurance underwriter, WNS created an end-to-end digital assistance solution with
unstructured data handling, digital workflow, automated third-party validation checks and AI-enabled decision support system. The solution drives transparency and enables
real time data analysis for underwriting decisioning. It delivers a better audit trail, auto extraction of complex data, serves as an input to multiple integrated applications,
reduces duplication of effort. The results include 50% efficiency improvements and a 70% improvement in turnaround times. A leading American Fortune 500 financial
services company needed to improve its omnichannel customer experience. It created a single source of truth by aggregating client data from 25+ siloed applications. The
solution profiles all the customer data to find patterns via an AI-enabled match and merge process. The project resulted in improved customer relationships and an ability to
explore new business opportunities. The bank can now launch new products faster. A unified customer view helps manage cross and upsell opportunities and unearthed
data anomalies for fraud prevention. Data maintenance costs are lower, too.
Technology innovation. WNS champions EvoluteIQ (an external low-code business process platform provider) as an exclusive partnership to drive its hyperautomation
vision of next generation business models. Internally, its Domain Data Catalog connects domain-specific KPIs and raw data.
Customer kudos. WNS is applauded for the quality of its work, collaboration, and co-innovation. Deep domain expertise combined with digital transformation solutions is
welcomed by customers, as is WNS' clear intent to understand client priorities. WNS is recognized as the process experts.
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Relevant acquisitions
and partnerships

11

Acquisitions: None relevant Number of D&D clients: 105-110
since 2018
Key clients include:
Key partnerships:
• Leading American Fortune 500 financial
• Microsoft Azure, AWS, O9
services company
Solutions,
• Telematics company using video and data
• Evolute IQ
to enhance fleet safety
• Databricks, Nexidia,
• British multinational hospitality company
Uniphone, Skan.ai
• Online travel and leisure retailer
• Leading multinational insurance provider
• Leading global beverage manufacturer
• Leading specialist in air transport
communications and IT
• Bermuda based specialty insurer
• World leader in CPG
• NA utility major

Technology innovation

10

Co-innovation and
collaboration

9

OneOffice alignment

11

Voice of the customer

11

TOP 10

•
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Key clients

• What we’d like to see more of.
M&A activity, plugging its gaps
around foundational data
management and data engineering
skillsets.
• What we’d like to see less of.
While EvolutIQ is a differentiator,
seeing more investment in promoting
internal and proprietary capabilities
would provide additional market
leverage for WNS.
• Customer critiques. Clients would
like to see WNS bring more best
practices, informed by WNS’ broader
experience in process expertise
across industries and transformation
strategies.

Operations

Flagship internal IP and technologies

Dedicated headcount for D&D services: 3,500

• WNS Domain Data Catalog: AI-based smart business process data catalog that
links business KPI with an organization’s data coming from several systems,
processes, people, and subscriptions. Enterprise Engagement Offering (EEO)
associates KPI to raw data.
• Skense: Cognitive data contextualization and summarization platform using AI and
ML to extract data from multiple unstructured sources (such as image, e-mail,
documents, and spreadsheets) to create structured datasets.
• Agilius: Big data analytics platform providing end-to-end “Infra to Insights”
solutions including data ingestion, integration, storage, and analytics coupled with
domain expertise.
• Sentinel: Trend identification platform that helps clients’ brands identify emerging
trends in their markets. It listens, automatically tracks, and captures social metrics
such as buzz, mentions, reach, sentiments, and impressions for emerging brands
and trends.
• SpIQ: Speech analytics platform to manage quality based on automatic speech
recognition and natural language processing. It helps improve customer
satisfaction and operational efficiency of contact center agents.

R&D centers and innovation labs:
• Analytics Incubation Center (AIC)
• Co-creation labs live in Pune, London, and New
York
• AI Workbench: Co-creation value lab, a
collaborative value lab where data scientists,
business users, and client leadership can come
together to co-create and quickly prototype new
use cases.
Geographic delivery spread:
• North America – 42%
• Europe – 45%
• Asia Pacific – 8%
• Middle East/Africa – 5%
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Phil Fersht

Reetika Fleming

David Cushman

CEO & Chief Analyst

Research Leader

Practice Leader

phil.fersht@hfsresearch.com

Phil Fersht is widely recognized as the world’s leading
independent analyst focused on the alignment of
business operations and technology spanning over two
decades. He has a global reputation for calling out the
big trends, being unafraid to share his honest views,
and driving a narrative on the technology and business
services industries that shape many leadership
decisions. His reputation drove him to establish HFS
Research in 2010. Fersht coined the term “OneOffice”
in 2016 to describe HFS Research’s vision for future
business operations amidst the impact of cloud,
automation, AI, and disruptive digital business models.
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reteeka.fleming@hfsresearch.com

Reetika Fleming leads coverage for smart analytics,
insurance, and finance and accounting at HFS
Research. She studies the broad use of data and
analytics within enterprises, with a research focus on
emerging strategies to institutionalize machine learning
and other AI techniques. Her research extends into the
impact of digital business models, IoT, smart analytics,
and AI on business process services for insurance
specifically, and finance and accounting broadly.
Reetika has led numerous research projects spanning
global technology and business operations, and has
led plenary sessions at HFS FORA, SSON, and
various other industry events. Reetika completed her
Masters in Marketing Management with distinction
from Aston University, UK, receiving Beta Gamma
Sigma honors. Prior to this, she received her
Bachelor’s in Business Administration with distinction
from Symbiosis International University, India.

david.cushman@hfsresearch.com

David Cushman is a digital strategy and innovation
expert with experience in start-up, scale-up, and largescale digital transformation programs. He has a
lifelong fascination with “what-comes-next” and is
always striving to understand the impact of emerging
technologies on how we live, work, and create value.
With a combination of tech nous (from data and CRM
to decisioning, ML, and AI through to analytics and
human behavior), and practice leadership in CX/Digital
Strategy Advisory, David is an integral part of the HFS
OneOffice Platform dream team. He leads our
Emerging Technology Practice and coverage of our
HFS OneOffice Hot Vendors program. David is an
internationally published author (The 10 Principles of
Open Business – Palgrave-Macmillan 2014) and an
experienced Tier-1 Services Consulting Director.
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Insight. Inspiration. Impact.
HFS is a unique analyst organization that combines
deep visionary expertise with rapid demand side
analysis of the Global 2000. Its outlook for the future is
admired across the global technology and business
operations industries. Its analysts are respected for their
no-nonsense insights based on demand side data and
engagements with industry practitioners.
HFS Research introduced the world to terms such as
"RPA" (Robotic Process Automation) in 2012 and more
recently, the HFS OneOfficeTM. The HFS mission is to
provide visionary insight into the major innovations
impacting business operations such as Automation,
Artificial Intelligence, Blockchain, Internet of Things,
Digital Business Models and Smart Analytics.

www.hfsresearch.com

hfsresearch

www.horsesforsources.com

