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Background of the research

The insurance industry is heavily burdened with obsolete legacy systems, talent shortage, and a resistance to change. In addition to this, consumer needs, habits, and expectations, which
were gradually evolving since before COVID-19, have radically shifted during the pandemic, spurred by the demand for compelling online experiences. To deal with these challenges,
insurers are shifting from “build” to “buy,” and they are rapidly adopting third-party enterprise platforms to reduce latency, improve efficiency and Straight Through Processing (STP), drive
product innovation, and build a modern core to power superior front-office experiences.

At the same time, third-party platform providers are championing ecosystem-led-innovations by building offerings that can be easily integrated with existing systems, as well as other
products and services from InsurTechs and data vendors. IT service providers are ramping up their investments to build a more holistic partnership ecosystem spanning core insurance
platforms, workflow platforms, as well as digital experience platforms. They are looking to expand the scope and scale of these partnerships, by building accelerators and frameworks on
top of such platforms, setting up Centers of Excellence (CoEs) and training academies to build a scaled and certified talent pool on partner technologies, as well as forming joint go-to-
market motions with select partners to accelerate enterprise platform adoption.

In this research, we present an assessment of 20 leading IT service providers featured on the Insurance Platforms IT Services PEAK Matrix® assessment. The assessment is based on
Everest Group’s annual RFI process for calendar year 2021, interactions with leading insurance IT services providers, client reference checks, and an ongoing analysis of the insurance IT
services market.

This report includes Zensar Technologies’ profile as featured on the Insurance Platforms IT Services PEAK Matrix assessment 2022.
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Insurance platforms IT services PEAK Matrix® characteristics

Leaders: Accenture, Atos, Capgemini, Cognizant, HCL, Infosys, and LTI

Leaders have significantly grown their insurance platform IT services practices, driven by capability-building and experience across the platform IT services spectrum (i.e., consult,
build/design, and manage)

Leaders have demonstrated a wide partnership ecosystem comprising the highest tier of partnerships across multiple core platforms, workflow platforms, and DXP providers

Leaders are focusing on driving large-scale / complex platform transformation, specifically for large insurers, by driving alignment between enterprises’ business and IT teams to
enhance value through contextualized solutions tailored to specific industry needs

Leaders are differentiating themselves by offering a scaled talent pool of certified resources across onshore and offshore locations

Major Contenders: CGIl, Coforge, Damco Solutions, DXC Technology, Equisoft, Mphasis, Sollers Consulting, Virtusa, Wipro, and Zensar Technologies

Major Contenders have showcased a mix of intermediate- and low-level partnerships with leading platform providers that have helped to position them as challengers in the insurance
platform IT services space for mid- to large-sized insurance firms

Major Contenders have taken a solution-led approach, wherein they have developed multiple accelerators and frameworks on top of partner technology platforms to ensure on-time, on-
budget platform implementations, and fulfil downstream services requirements in a cost-effective manner

Major Contenders have made selective bets to carve out a niche for themselves across select platforms. For instance, Coforge has built a strong value proposition on Duck Creek and
Appian, Equisoft is the preferred Sl partner for OIPA, Mphasis does considerable work on its in-house Wynsure platform for L&A insurers, Virtusa has launched multiple joint go-to-
market campaigns with Pega, and Zensar Technologies has acquired niche Guidewire consulting firm Cynosure

Aspirants: Aspire Systems, Ikor, and Quess

Despite a relatively small market presence, Aspirants have recorded the highest growth in their insurance platform IT services practice. These providers excel in providing product
engineering and downstream maintenance & support services to small- and mid-size insurers

Ikor has established itself as a niche Guidewire services partner for supporting insurers in the Germany, Austria and Switzerland (DACH) region, while Quess goes to market with its in-
house platforms
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Insurance Platforms IT Services PEAK Matrix® Assessment 2022 | Zensar Technologies positioned as MPAI\ET/R‘IKX(@
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Everest Group Insurance Platforms IT Services PEAK Matrix® Assessment 20221
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1 Assessments for CGI, Equisoft, and Sollers Consulting exclude service provider inputs and are based on Everest Group’s proprietary Transaction Intelligence (TI) database, service provider public disclosures, and Everest Group’s interactions with

insurance buyers. For these companies, Everest Group’s data for assessment may be less complete.
Source: Everest Group (2022).
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Zensar Technologies | insurance platform IT services profile (page 1 of 5)
Everest Group assessment and overview

Insurance platform IT services revenue in CY 2020 Number of insurance platform IT services clients being served in CY 2020

<US$20 million US$20-50 million US$50-100 million >US$100 million <5 5-15 15-30 >30
Insurance platform IT services — revenue mix (CY 2020) I High (>30%) M Medium (15-30%) Low (<15%)
By insurance Line of Business (LoB) By insurance platform type

. . . Core insurance Digital experience Workflow management
P&C insurance EEl L&A insurance Reinsurance platforms [ olatforms [ platforms
By platform IT services scope By geography
Consulting services mmm  mplementation/ [ Upgrade and migration gy North America HEl Latin America Not Asia Pacific Not

9 integration services services available available
Enhancement services QA and testing [ Maintenance and Europe (excluding UK) United Kingdom Not Middle East & Africa
services support services available

By buyer size Delivery footprint for insurance platform IT services

Small (annual client revenue <US$1 billion) Ranges for FTEs: <50, 50100, 100-500, >500

Region Key cities No. of FTEs
Medium (annual client revenue US$1-5 billion) [ North America East, West, and Central US 100-500
United Kingdom London <50
Large (annual client revenue US$5-10 billion) [
Europe (excluding UK) Not available Not available
Very large (annual client revenue US$10-20 billion) [ Asia Pacific Hyderabad, Bangalore, Pune 100-500
Latin America Not available Not available
Mega (annual client revenue >US$20 billion) Middle East & Africa Cape Town <50
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Zensar Technologies | insurance platform IT services profile (page 2 of 5)

Investments

Top ten investments to enhance insurance platform IT services delivery capabilities

Investment
Pega CoE

Guidewire as a service

FastTrack claims

InsureArk

ZTAF

Customer retention and next-best action

ProBots

Digital Experience Accelerator (DEXA)

Zensar's Intelligent Business Automation
(iBIZA)

Insurance analytics platform
(powered by ZenAnalytica)

Details
Zensar has heavily invested in a Pega CoE to build capabilities and expertise around the Pega way of building applications.

Zensar specializes in Guidewire version implementation, upgrade, and migration on-premise and on cloud. Zensar is uniquely positioned to ultimately take its clients to a
point for delivering Guidewire as a service.

FastTrack claims is Zensar's Al & data science augmented pass-through claims assessment tool. It is integrated with Guidewire, the FNOL component of InsureArk, and
third-party decision-making system such as CCC, ISO, and VIN, and provides a touch-less way to assess a claim on multiple data qualifiers.

Zensar's InsureArk is a multi-specialty, omnichannel, and multi-modal experience platform, which allows rapid digitization of existing business processes within the insurance
value chain.

ZTAF is Zensar's flagship BDD style test automation framework that provides end-to-end test coverage for the entire insurance value chain from quote to claim. ZTAF
provides the ability to business users to write script less test scenarios.

This a data-driven tool that Zensar uses to provide unique insights into customer risk profile and identifying cross-selling opportunities to clients.

ProBots is Zensar's siloed automation tool and Al service. ProBots is a digital twin of an organization’s human workforce and makes operations resilient and intelligent while
automating manual processes at scale.

Zensar's DEXA is a solution to accelerate omnichannel experience transformation. DEXA is verified by Adobe and delivers an omnichannel experience to clients both online
and offline.

iBIZA platform, to enable easy and efficient business operations for users with little to no need for IT involvement, thus, driving business agility. iBIZA provides flexible; and
customizable capabilities to enable document-centric operations (Excel/PDF/scanned images/contracts) coupled with the ability to comprehensively perform atomic
operations at scale or for high-volume processing.

ZenAnalytica platform is available as a premium service for Zensar clients. It caters to various analytics needs of an enterprise, enabling users to make data-driven
business decisions.
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Zensar Technologies | insurance platform IT services profile (page 3 of 5)

Partnerships

Top five insurance platform partnerships

Number of trained resources

Partner Partnership tier (<20, 20-50, 50-100, >100)
Guidewire Advantage partner >100

UiPath Silver partner 50-100

Microsoft Gold partner >100

Adobe Platinum partner >100

Pega Silver partner >100
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Key differentiators for delivering services to insurance clients

Zensar Technologies provides multiple homegrown solutions such as InsureArk and fast track claims integrated with Guidewire
platform; helps clients to reduce the risk exposure of big and complex program implementations by providing robust implementation.

Multiple frameworks and enablement toolkits for accelerating the automation journey and help create a digital insurance carrier.

Zensar has a large MS CoE across on-premise and Azure cloud technologies; it currently provides support for the entire Microsoft
tech stack on-premise and on cloud.

Zensar has built multiple unique accelerators and solutions that are verified by Adobe for insurers. Few of these solutions include
digital experience accelerator and marketing campaign solution for B2B, B2C, B2B2C, and DTC segments, among others.

Zensar offers business outcome-oriented development that requires deep domain expertise along with the Pega expertise.



Zensar Technologies | insurance platform IT services profile (page 4 of 5)

Case studies

Case study 1 A US based mutual insurer

Business challenge

e The insurer was struggling with aging policy administration
systems and the growing expectations of its independent
agency force

e It was looking to modernize their systems, retire old systems and
offer new forward-looking technology to their agents

Solution

e The engagement entailed roadmap, architectural, and
implementation guidance as well as provided onshore and
offshore staff

e Completed a full suite Guidewire implementation across the
commercial lines of business (one of the first Guidewire
cloud migrations)

Impact

e Increased customer engagement

e Reduction in turnaround time

e Improved accuracy by integrating and streamlining insurance
systems and processes

e Improved customer satisfaction due to improved portals

Case study 2 A UK based insurer

Business challenge

e The insurer has 100% reliance on their contact center and facing
increasing customer support costs

e The firm had a complex product building process that led to huge
time to market

Solution

e Designed new CRM strategy with Pega &MDM Informatica

e Transformed the contact center through Pega customer service
that provides a 360-degree customer view and customer timeline

e Designed future ready product definition; Centralized the
processes and freed the channels from operational overload thus
improving retention

Impact

e First pass resolution increased by 39%

e Reduced support turnaround time by 60%
e Digital business grew by 35%
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Case study 3 A UK based insurer

Business challenge

The insurer had disparate B2B and B2C journeys. It faced high call
center costs and its UI/UX was not compatible with digital channels
leading to overhead of maintaining native apps.

Solution

e Leveraged its digital experience capabilities on web as well as
mobile with responsive/ adaptive designs; Segregated content and
business logic by leveraging Sitecore ECM features

e Reconciliation and consolidation of user journeys to leverage
workflow commonalities and underlying rules engine

e Implementation of DevOps suite to achieve true CI/CD

Impact

e Unified digital platform for roadside assistance services and
user/agents B2B & B2C journey — increased sales via
digital channels

e Reduced case to call ratio in breakdown services; overall reduction
in call center costs

e Enhanced customer experience across
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Everest Group assessment — Major Contender

Measure of capability: @ Low ‘ High

Market impact Vision & capability

Vision and Innovation &
Market adoption Portfolio mix Value delivered Overall strategy Scope of services investments Delivery footprint Overall

Strengths Limitations

e lIts acquisition of Cynosure in 2018 and focused investments to build on top of Cynosure’s e Beyond Guidewire, Adobe, and Pega, its scale and depth of partnerships with other
expertise in Guidewire implementation and upgrades have helped Zensar Technologies | insurance enterprise platforms is limited

to elevate the mindshare for its Guidewire services practice | e Clients have cited concerns around Zensar’s ability to retain quality staff and proactively

e lIts strong collaboration with InsurTechs such as Donan, InvoiceCloud, Claimatic, and drive value-additions in the engagements that could help to position themselves as
FRISS has helped Zensar to build industry-focused point solutions that could be easily | strategic partners
integrated with partner technology platforms such as Guidewire to solve specific industry

. . | o It faces a concentration risk due to heavy reliance on North America P&C insurers
pain-points ;

e It has made meaningful investments to build an in-house, multi-specialty digital
experience platform, InsureArc, that helps insurers to address customer onboarding and
quote generation, and meet omnichannel customer servicing needs

e Clients have recognized Zensar Technologies for engagement flexibility, knowledge
management, and helping the clients to reap complete benefits of new systems
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Everest Group PEAK Matrix® for Insurance Platform IT Service Providers 2022

Everest Group PEAK Matrix® is a proprietary framework for assessment of /EEG/p K
market impact and vision & capability .

MATRIX®

Everest Group PEAK Matrix

High

Major Contenders

Market impact
(Measures impact created in the market)

Low

Low High
Vision & capability
(Measures ability to deliver services successfully)
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Services PEAK Matrix® evaluation dimensions

Measures impact created in the market —
captured through three subdimensions A

Leaders

Market adoption

Number of clients, revenue base,

YQOY growth, and deal value/volume Major Contenders

Portfolio mix

Diversity of client/revenue base across
geographies and type of engagements

-t
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Value delivered

Value delivered to the client based
on customer feedback and

transformational impact
Vision & capability

Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy Scope of services offered Innovation and investments

Vision for the client and itself; future Depth and breadth of services portfolio Innovation and investment in the enabling
roadmap and strategy across service subsegments/processes areas, e.g., technology IP, industry/domain
knowledge, innovative commercial
constructs, alliances, M&A, etc.
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FAQs

Does the PEAK Matrix® assessment incorporate any subjective criteria?
Everest Group’s PEAK Matrix assessment adopts an unbiased and fact-based approach (leveraging provider / technology vendor RFIs and Everest Group’s proprietary databases containing providers’ deals
and operational capability information). In addition, these results are validated / fine-tuned based on our market experience, buyer interaction, and provider/vendor briefings

Is being a “Major Contender” or “Aspirant” on the PEAK Matrix, an unfavorable outcome?
No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors in a particular space. There are a number of providers from the broader universe that are assessed and do
not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is itself a favorable recognition

What other aspects of PEAK Matrix assessment are relevant to buyers and providers besides the “PEAK Matrix position”?

A PEAK Matrix position is only one aspect of Everest Group’s overall assessment. In addition to assigning a “Leader”, “Major Contender,” or “Aspirant” title, Everest Group highlights the distinctive capabilities
and unique attributes of all the PEAK Matrix providers assessed in its report. The detailed metric-level assessment and associated commentary is helpful for buyers in selecting particular providers/vendors
for their specific requirements. It also helps providers/vendors showcase their strengths in specific areas

What are the incentives for buyers and providers to participate/provide input to PEAK Matrix research?

e Participation incentives for buyers include a summary of key findings from the PEAK Matrix assessment

e Participation incentives for providers/vendors include adequate representation and recognition of their capabilities/success in the market place, and a copy of their own “profile” that is published by
Everest Group as part of the “compendium of PEAK Matrix providers” profiles

What is the process for a provider / technology vendor to leverage their PEAK Matrix positioning and/or “Star Performer” status ?
e Providers/vendors can use their PEAK Matrix positioning or “Star Performer” rating in multiple ways including:
— Issue a press release declaring their positioning. See citation policies
— Customized PEAK Matrix profile for circulation (with clients, prospects, etc.)
— Quotes from Everest Group analysts could be disseminated to the media
— Leverage PEAK Matrix branding across communications (e-mail signatures, marketing brochures, credential packs, client presentations, etc.)
e The provider must obtain the requisite licensing and distribution rights for the above activities through an agreement with the designated POC at Everest Group.

Does the PEAK Matrix evaluation criteria change over a period of time?
PEAK Matrix assessments are designed to serve present and future needs of the enterprises. Given the dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality as well as serve the future expectations of enterprises
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https://www.everestgrp.com/research/peak-matrix/peak-matrix-citation-policy/

Everest Group®

With you on the journey

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients
include leading global companies, service and technology providers, and investors. Clients use our services to guide their
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business
outcomes. Details and in-depth content are available at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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