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Headline:

Generating Impact

Architecting the  
 Lean DigitalSM 
enterprise for 
Healthcare

Reimagine business processes by extending 
digital’s power all the way through to the middle 
and back office where it can generate growth, 
cost efficiency, and business agility.



THIS YEAR 
$593 BILLION 
WILL BE 
SPENT ON 
DIGITAL.

$394 BILLION 
WILL BE 
WASTED*.

The digital revolution is being slowed down by legacy 
process and technology.

* Source: Genpact Research Institute
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In these volatile times, enterprises are being severely tested in 
multiple areas from management of cost structures, to growth 
and compliance with stringent regulations. Simultaneously, 
digital technology and analytics can revolutionize how 
businesses run, and the competitiveness of those who fail to 
embrace them is increasingly under pressure.

Harnessing new technology is crucial to solving these challenges 
but has historically proven hard. This time is no exception.

The magnitude of change requires significant 
reimagination of business processes and operations. 
When technology, global talent and contemporary process 
design practices are harnessed from front office into the middle 
and back office, the resulting modern operating models of 
multiple functions assume a more strategic role in the enterprise. 
They not only help them run more efficiently, but also enable 
smarter decisions to facilitate adaptation and innovation.

They power Lean Digital enterprises.

Driving competitive 
advantage  
in uncertain times
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A US $208 million per year 
impact is expected from 
better use of technology on 
average across industries.1 
 
67% of S&P 500 will churn 
within 10 years 2, many 
of them displaced by more 
technology savvy competitors. 
 
Only 33% of significant IT 
projects have been fully 
successful since 2000.3 
 
Thirty years after these 
types of technologies were 
launched, 53% cost and 72% 
duration overruns in ERP 
deployment 4. 
  
Only 35% of operational 
executives see strong benefits 
from digital technologies 
implemented so far 5. Our 
research institute estimated 
a US $394 billion digital 
spend “wasted” in 2015.6

1. Genpact/Linkedin research 2014; 900 operations executives from 
North America and Europe  

2. Source: Innosight/Foster/S&P
3. June 2015, BCG Perspectives
4. Panorama, 2014 ERP Report
5. Survey in collaboration with Shared Services Link - 100 executives 

responsible for business operations. 71% of companies 
participating have annual revenues of over US $1 billion.

6. Source: Genpact Research Institute
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We architect the  
 Lean DigitalSM 
enterprise

We reimagine your business by 
extending digital’s power  
 all the way through middle and 
back office where it can generate 
growth, cost efficiency and 
business agility

2
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We generate impact, 
by architecting 
the Lean DigitalSM 
enterprise 
We put digital technology and analytics to work. Our 
experience demonstrates that advanced business 
processes and operations can generate material impact. 
They help our clients control cost and capital intensity, 
strengthen market engagement, support organizational 
transformation, and manage risk and compliance. In doing 
so, they make our clients more competitive. It is this focus 
that has enabled us to transform the business process 
services space in only a few years. 

Impact for sophisticated, complex enterprises

Genpact (NYSE: G) stands for “generating business 
impact.” We architect the Lean DigitalSM enterprise 
through a unique approach that reimagines our clients’ 
middle and back offices to generate growth, cost 
efficiency, and business agility. It combines advanced 
process-centric digital technology, design thinking, and 
lean principles. 

Importantly, it is designed to help large enterprises with 
complex, often dated pre-existing operations, embrace 
the art of the possible. Indeed, our hundreds of long-term 
clients include approximately one-fifth of the Fortune 
Global 500—and of those, over 10 are in the top 25.

Over the last 17 
years, we’ve worked 
with many of the 
largest global 
enterprises—first as 
a division of GE, then 
as a 70,000+ people 
strong independent 
service provider.

Since our inception, 
Genpact has 
generated close to 
US $30 billion in 
business impact for 
our clients globally.
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Unique Lean DigitalSM 
approach to business 
transformation
Going where others don’t, we reimagine our clients’ middle and back offices, not just their front-end, to 
generate growth, cost efficiency, and business agility.

BACK OFFICE

Finance

Risk and compliance

Operations

Continuous 
learning

Full understanding of 
sources of value

Aligned interventions, streamlined process, augmented by agile technology, 
actionable analytics, global delivery, continuous intelligent operations learning

FRONT OFFICE MIDDLE OFFICE

Additional data
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Reimagining processes, building 
Intelligent OperationsSM

Through functional and industry domain + technology + analytics expertise

Our Smart Enterprise Processes (SEPSM) proprietary framework helps companies 
combining effective Systems of EngagementTM, core IT, and Data-to-Action AnalyticsSM 
into Intelligent OperationsSM which are able to sense, act, and learn.

The result: An advanced operating foundation across repeatable and scalable processes such as F&A, procurement, 
financial services account servicing, claims management, regulatory affairs and industrial asset optimization.

Smart Processes
Design, transformation 
and operations support 
generate real impact 
by aligning tightly to 
measurable business 
outcomes thanks to 
proprietary SEPSM 
framework 

Effective 
Technology 

Genpact Digital harnesses 
effective, agile technology 
including Genpact Systems 
of EngagementTM and 
effective Core IT services

Data-to-Action 
AnalyticsSM

Genpact Data-to-Action 
AnalyticsSM leverage 
Intelligent Process Insight 
EngineSM and advanced 
organizational delivery 
models

Genpact Intelligent OperationsSM



Advanced 
operating 
models… 
The pace of transformation in enterprise business 
processes and industry-specific core operations 
has accelerated in the last five years. New business 
practices, technology, and availability of global 
talent have contributed to this trend. 

Today, most large enterprises run processes, 
deploy operations and deliver services through 
a portfolio of shared services and outsourcing, 
often as part of a Global Business Services 
(GBS) vision.

A combination of targeted human resources and 
organizational design practices, advanced metrics 
and analytics—as well as focused, process driven 
technology—enables unprecedentedly robust yet 
flexible execution of many enterprise processes.

The resulting advanced, sometimes called 
“industrialized,” operating models and business 
process operations can:
•	 harness economies of scale and flexible 

resources
•	 access global pools of labor
•	 optimize end-to-end processes including 

those retained in the individual businesses, in 
rigorous ways and at massive scale
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…power a virtuous 
circle of business 
impact 
How does Genpact transform clients’ processes 
and operations? Through a “virtuous circle” that 
harnesses a combination of smart processes and 
digital technologies and analytics.

We begin the journey by thinking about our client’s 
critical business outcomes, the performance metrics 
critical to their attainment, and the process practices 
required to improve those results. Our experience 
in running large-scale, complex operations provides 
us with the unique advantage of knowing what’s 
material, so we focus on what really matters.

We then help transform and, whenever appropriate, 
run those processes. Our reputation of unparalleled 
operational excellence stems from our use of 
specialized metrics, analytics and practices to 
continuously improve global operations, making 
them more transparent and predictable as well as 
cost-effective and adaptable. Running operations 
and analyzing the results then helps us improve the 
technology, analytics and process practices we use 
to design and improve business processes for our 
clients worldwide.

The result: Unbiased solutions, more targeted 
interventions, and increased future agility.
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The following diagram provides examples of 
the scope of process operations we design, 
transform and run for our clients. From 
rule-based transactions to complex case 
management to data-to-insight analytics, 
business process operations can make 

enterprises more competitive by:

•	 optimizing cost, cash and asset intensity
•	 enhancing market engagement
•	 enabling organizational transformation
•	 managing risk and compliance
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C
o

m
m

ercial Banking

O
rigination 

Ca
p

it
al

 M
ar

ke
ts

In
su

rance
Life Sciences

M
anu

factu
rin

g

Cons
um

er
 G

oo
d

s 

High Tech
Retail Banking

and servicing

KY
C 

Co
m

pl
ia

nc
e, 

Cl
ie

nt
 li

fe
cy

cle
 

m
an

ag
em

en
t

P&
C u

nd
erw

ritin
g

an
d c

laim
s

man

ag
em

ent

Regulatory affairs, 

Contract management, 

Multi-channel customer 

experience Industrial asset optim
ization, 

Engineering and value 

redesign solutions, 

Afterm
arket 

Service support, Omni-channel 
origination and  

servicing, KYC/AML

an
d 

Re
ta

il

services

Healthcare

Healthcare claims 

operations, Healthcare IT, 
Accountable care 

organizations

Quote-to-cash, Sales 

commissio
ns

Finance and 
accounting 

Procurement and 
Supply Chain 

Enterprise 
Technology 

Analytics

EN
TERPRISE PROCESSES

Tra
de

 p
ro

m
ot

io
ns

, 

Ord
er

 m
an

ag
em

en
t, 

Mast
er 

da
ta

 m
an

ag
em

en
t, 

Mult
i-c

ha
nn

el
 c

us
to

m
er

 

ex
pe

rie
nc

e



“They are very customer 
focused, very open to 
what we are asking them 
to do. They take real 
ownership.” 
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Healthcare  

US $250,000,000 
Estimated yearly impact  

Clients: 
•	 Top 4 US national payers
•	 Top 10 “Blues”
•	 Top 3 PBMs and the largest UK payer

Strengths: 
•	 2000+ healthcare professionals
•	 600+ specialized resources including physicians, RNs, 

certified coders, and bio-statisticians
•	 Ranked as ‘Leader’ in Healthcare Payer BPO for 2015 

by NelsonHall
•	 Knowledge of 30+ healthcare information systems
•	 Exclusive business process services partner for NASCO
•	 ISO 9001 and BS-7799 certified processes meeting 

HIPAA and OIG compliance guidelines
•	 Ranked as ‘Leader’ in Analytics services for 2015 by 

Everest Group
•	 World’s largest 3rd-party analytics services provider

Impact:
•	 Over 35 million claims transactions handled annually
•	 Over 1 million claims adjudicated annually
•	 Over 1 million transactions handled annually for 

member and provider services

 
VP, Shared Services, global 

pharma major 
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Robust global capabilities

800+
global  
clients

 72,400+ 
employees1

70+
countries 

served

16
delivery  

countries

70+
delivery  
centers

30
languages

1 As of Q4 2015

Guatemala
Mexico

USA

Palo Alto

Brazil
Kenya

South
Africa

Netherlands

Bucharest

New York

Czech Republic

Poland
Slovakia

London

Romania

UAE
Philippines

Hyderabad

Gurgaon Japan
China

India

Delivery centers
Leadership locations and 
Reimagination centers
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A unique 
genome
•	We generate rapid impact 

because our business domain 
expertise and unparalleled 
experience running large complex 
operations drive unbiased focus 
on what works, and facilitates 
digital technology enabled 
transformation

•	Unique history and culture: 
Behind our passion for 
technology, process and 
operational excellence is the 
heritage of a former General 
Electric division that has served 
GE businesses since 1997

A thriving internal 
and external 
ecosystem 
•	Hundreds of long-term clients include approximately one-fifth 

of Fortune Global 500

•	Over 72,400+ people in 25 countries. Key corporate office in 
New York City

•	A vibrant technology incubation and alliance program, 
managed from Silicon Valley

•	Growth doesn’t dilute our flexible and collaborative approach. 
Management team drives client partnerships personally

10
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A sustainable  
company
At Genpact, we focus on long-term business viability, embedding 
sustainability in our future-oriented strategy and daily decision making. 

Superior social, economic and environmental performance

We are a pure meritocracy and an attentive employer, committed 
to making our diverse and global workforce successful, irrespective 
of location, sex, age, race, color, religion, national origin, ancestry, 
citizenship, marital status, sexual orientation, physical or mental 
disability, medical condition, veteran status, or any other characteristic 
protected from discrimination. 

We routinely adopt practices that reduce our environment and energy 
footprint by using our naturally “Lean” approach to operations. 
Additionally, we approach relations with our stakeholders—be they 
employees, clients or suppliers—with the unrelenting integrity inherited 
from GE, which allows us to safely run sensitive operations.

The A+ rating* of our sustainability report indicates the highest level of 
transparency and robust sustainability practices across people, economic 
and environmental dimensions.

A healthy history

Genpact began operations in 1997 as a captive business unit of GE 
to service its various global businesses, and was one of the first BPOs 
to use offshore delivery. By 2005, we became an independent entity 
and in 2007, a publicly traded company (NYSE: G). Our S&P ratings are 
currently BBB-**.

In 2012, General Atlantic and Oak Hill sold the majority of their shares to 
affiliates of Bain Capital Investors, LLC. As of December 31, 2012, Bain 
Capital owned approximately 26% of our outstanding equity.

Our origin as part of a client organization has profoundly shaped our 
culture—one that focuses on the most viable choices for the long term 
success of our clients before the short-term benefit of our own company. 
Our history of healthy growth demonstrates the value of this approach.

  * Following GRI standards assured by Ernst & Young

** As of April 15, 2014
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Genpact’s financial strength and stability are illustrated by our most 
recent full-year performance statistics and by steady growth in key 
metrics over time, as illustrated in the chart above. Total revenues 
have increased by 199% in a mere eight-year span, with the non-GE-
related portion of revenues (approximately 81.3%) increasing nearly 
five-fold. Our global workforce has also been augmented manifold 
in that same time frame. Similarly, our free cash flow generation and 
our balance sheet are extremely robust.

U
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Revenue CAGR: 14.7%
GC CAGR: 24.8%

Proven stability  
and growth

Genpact fast facts

•	 Spun	off	from	GE	in	2005

•	 Listed	on	NYSE	in	2007	(‘G’)

•	 72,400+	employees

•	 Global	management	team

•	 Stable	margins	and	high	
free cash flow conversion

•	 800+	clients	(one-fifth	of	
Global Fortune 500)

•	 Strong	board	of	directors

•	 Largest	shareholder:	 
Bain Capital

•	 S&P	rating	BBB-

•	 A+	sustainability	rating	 
by GRI*

*GRI = Global Reporting Initiative
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© 2016 Genpact, Inc. All rights reserved.

Let’s generate your impact. Let’s make 
yours a Lean DigitalSM enterprise.
Contact us today.

For additional information, visit www.genpact.com

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.

About Genpact

Genpact (NYSE: G) stands for “generating business impact.” We are a global leader in digitally-powered business 
process management and services. Our Lean DigitalSM approach and patented Smart Enterprise ProcessesSM 
framework reimagine our clients’ operating models end-to-end, including the middle and back offices – to deliver 
growth, efficiency, and business agility.  First as a part of GE and later as an independent company, we have been 
passionately serving strategic client relationships including approximately one-fifth of the Fortune Global 500, and 
have grown to over 70,000 people. The resulting domain expertise and experience running complex operations are 
unique and help us drive choices across technology, analytics, and organizational design.

twitter.com/genpact_ltd

facebook.com/ProudToBeGenpact

linkedin.com/company/genpact

youtube.com/user/GenpactLtd

https://twitter.com/genpact_ltd
https://www.youtube.com/user/GenpactLtd
https://www.facebook.com/ProudToBeGenpact
https://www.linkedin.com/company/210064?trk=tyah
https://twitter.com/genpact_ltd
https://www.facebook.com/ProudToBeGenpact
https://www.linkedin.com/company/210064?trk=tyah
https://www.youtube.com/user/GenpactLtd

