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IN THIS EXCERPT 

The content for this excerpt was taken directly IDC MarketScape: Worldwide Business Analytics BPO 

Services 2016 Vendor Assessment (Doc # US40405316).  All or parts of the following sections are 

included in this excerpt: IDC Opinion, IDC MarketScape Vendor Inclusion Criteria, Essential Guidance, 

Vendor Summary Profile, Appendix and Learn More.  Also included is Figures 1, 2, and 3 and Tables 

22- 24. 

IDC OPINION 

This IDC vendor assessment study evaluates the business analytics (BA) business process 

outsourcing (BPO) services firms as of 2015 through the IDC MarketScape model at a worldwide level. 

This assessment discusses both quantitative and qualitative characteristics that define success in the 

BA BPO services market. This IDC MarketScape covers a variety of vendors participating in the BA 

BPO market, and they are evaluated based on a comprehensive and rigorous framework that 

assesses each vendor relative to the criteria and to one another. The framework highlights the factors 

expected to be the most influential for success in the market in both the short term and the long term. 

Key success factors for business analytics BPO services vendors include: 

 Talent acquisition. The demand for advanced and predictive analytics services continues to 

grow, however, not at the same rate as the workforce/talent that hones these skills. The skill 

and talent gap continues to narrow, especially when it comes to acquiring this type of talent 

with industry, vertical, or functional expertise. Most BPO providers are making a push to 

acquire top talent in the data science space — from data scientists to statisticians and those 

with advanced quantitative skills and knowledge of statistical analysis tools like R and data 

management tools like Hadoop. Most vendors have strategies and talent acquisition programs 

in place to acquire top talent (i.e., partnering with top colleges and universities or robust 

recruitment qualification standards) and maintain internal training programs that foster 

innovative thinking, skill, or role-based training. 

 Resource and work stream management. Successful resource management (i.e., talent and 

project management) is essential for providers today, especially as their ability to adapt and 

remain agile and flexible as requirements, business needs, or work streams change. Buyers 

are looking for providers to source talent as needed through a project life cycle, ensure 

workloads aren't affected during times of transition, effectively manage employee turnover, 

and have a multiskilled analytics workforce and an analytics team that can easily integrate with 

their own teams. 

 Advanced data discovery capabilities. An essential part for the success of providers today is 

their advanced analytics and data discovery capabilities and acumen. Such capabilities should 

enable seamless data management/integration (combine and consolidate structured and 

unstructured information/data), data visualization (interactive graphic visualizations), and data 

mining/analysis (historical and predictive analytics) through self-service software platforms 

and business intelligence (BI) tools that allow enterprises (business and IT) access to real-

time data/information with speed and flexibility. 

 Data and information management. While predictive analytics is top of my mind for many 

enterprises, data management (i.e., data warehousing and data architecture) is still equally 

important and will continue to be more important as the amount and complexity of data 

collected increases. Today, many service providers leverage a comprehensive suite of 

solutions such as big data services, business consulting, application and infrastructure 



 

management, and predictive analytics. Consulting and analytics advisory services is also a 

key capability that customers desire. According to IDC's Worldwide Business Analytics BPO 

Services Client Reference Study, some customers mentioned consulting and advisory 

services as an area of improvement across vendors. 

 Analytics innovation. As the complexity and velocity of data continues to grow, buyers will look 

to leverage more advanced solutions that utilize machine learning and cognitive capabilities 

and have the ability to manage and transform unstructured data. 

 Deep vertical expertise. As buyers become more advanced in the way they leverage and 

analyze their data, they'll look to providers for more specialized skills, for example, advanced 

analytic skills specific to an industry (i.e., finance/banking and healthcare) or a functional area 

(i.e., finance and accounting [F&A], supply chain, and sales/marketing). 

 Digitization of data. Digitization of data is essential for analytics and automation. 

 Nascent stage of analytics journey. Most buyers are in the early stages of analytics (i.e., data 

foundations, descriptive/reporting, and data exploration), so analytics engagements should 

begin at a very basic step including evaluating data integrity and data cleansing and continue 

to move up the value chain. 

IDC MARKETSCAPE VENDOR INCLUSION CRITERIA 

This vendor evaluation includes a quantitative and qualitative analysis of 11 business analytics BPO 

service providers. The evaluation is designed to understand the specific elements of the service 

providers' current capabilities and future strategies including breadth of offerings, business 

capabilities, go-to-market strategy, and future business investments and strategies. For this 

evaluation, the inclusion criteria are as follows: 

 Business analytics practice size of at least 300 resources worldwide; 10% of resources (head 

count) belonging to the business analytics BPO services practice 

 Geographic delivery capabilities across at least two major regions (i.e., Americas, EMEA, and 
APAC) (i.e., onsite, offshore, and nearshore delivery models) 

 Total revenue coming from at least two of each major geographic region (i.e., Americas, 
EMEA, and APAC) 

The business analytics BPO services market has evolved since the previously published business 

analytics BPO evaluation study (see IDC MarketScape: Worldwide Business Analytics BPO Services 

2014 Vendor Assessment, IDC #249299, June 2014). Therefore, the basis of comparison has changed 

over time. IDC believes it's important to keep this in mind when comparing the position of any single 

vendor between this IDC MarketScape and the previously published IDC MarketScapes. 

ESSENTIAL BUYER GUIDANCE 

  

 Use this IDC MarketScape to evaluate business analytics BPO vendors. Use this evaluation to 

support contract negotiations and evaluate vendor proposals and capability presentations. 

This IDC MarketScape should be used to help define a short list of potential vendors by 

identifying key characteristics that align to your business objectives and that could provide 

long-term business benefits. 

 Approach analytics engagements with business outcomes. Approach business analytics BPO 

engagements with a business outcome or business challenge, rather than marrying your 



 

current need to a "best fit" technology solution. As providers push their consulting/advisory 

analytics practices, providers should be able to turn your business challenge into a clearly 

defined business outcome and leverage the vertical, functional, and technical expertise your 

project may require to create a very tailored engagement. Alignment of the right service 

delivery, solution, and talent with business outcomes can contribute significantly to customer 

experience. 

 Understand scale and timing of "return on data" investment. BPO providers should leverage 

return on investment (ROI) models or cost benefit analyses to understand the magnitude and 

impact (i.e., what are the revenue and cost improvements and productivity benefits) of your 

analytics investment (i.e., big data, predictive analytics, and business intelligence) and the 

timing in which you should expect to recoup the funds from your initial analytics investment. 

 Create a road map for delivering innovation. Consider BPO providers that have initiatives in 

place to improve current research and development processes (i.e., COEs) and create new IP 

or are aligning with partners to co-develop new solutions (i.e., with capabilities that embrace 

the likes of machine learning, cognitive computing, and IoT). As the hyperconnectivity of 

devices and the volume of data increase, so will the complexity of our data and the need for 

more complex and robust analytical solutions down the road. Choosing a BPO provider that 

can evolve with you over time and adapt to your changing business requirements/projects is 

important in the long term. 

 Maintain customer centricity. Understand how BA BPO providers are maintaining a client-

centric approach to your engagement including the use of outcome-based or gain/share 

pricing models and availability of colocated resources onsite/onshore/offshore. 

 Identify BPO providers that have domain expertise in your key verticals. As BA BPO providers 

are honing their vertical expertise in analytics, many of them are able to build best practices 

and use case studies that showcase the business outcomes achieved and value delivered. 

VENDOR SUMMARY PROFILES 

This section highlights IDC's key observations resulting in each vendor's position in the IDC 

MarketScape. The information in this section provides a summary of each vendor's strengths, 

challenges, and areas of improvement based on the scores received in the evaluation of the vendor's 

current and future strategies (see the Strategies and Capabilities Criteria section outlined in the 

Appendix) and from the qualitative feedback received from IDC's 2016 Worldwide Business Analytics 

BPO Services Client Reference Study and the vendors' current capability scores. In addition, a brief 

synopsis of the vendors' breadth of offerings, future investment plans, and means of driving client 

centricity are summarized. IDC's assessment includes 11 vendors (in alphabetical order and for 

illustrative purposes only): Accenture, Aegis, Capgemini, Cognizant, EXL, Genpact, IBM, Infosys, 

TCS, Wipro, and WNS. 

Genpact 

Genpact is an IDC MarketScape Leader for business analytics BPO services worldwide. Genpact is a 

global provider of business process management (BPM), analytics, and technology services; is 

organized; and goes to market by industry verticals. The company provides end-to-end analytics 

solutions both on a standalone basis and as an integrated part of other service offerings. Genpact 

delivers value to clients by providing business transformation solutions through strategic partnerships 

with them, leading those engagements with domain expertise and consulting, and a keen ability to 

solve complex business problems and drive business outcomes. Analytics solutions delivered by 



 

business process management services are an integral part of Genpact's Lean Digital approach, which 

is the company' organizing principle for the development and go-to-market strategy of many advanced 

solutions enterprisewide. Lean Digital combines lean and design-thinking principles with domain 

expertise to drive analytics, digital technology, and operating model choices to yield tangible return on 

data, growth, agility, and cost efficiency for their clients. 

Genpact offers the full value chain of analytics including big data, consulting and advisory, application 

and infrastructure management, data quality/ETL, predictive analytics and modeling, statistical 

analysis, and business intelligence and reporting in nine core industries: banking and financial 

services, insurance, capital markets, healthcare, life sciences, industrial manufacturing, infrastructure 

services, high tech, and consumer goods. The majority of revenue is generated from banking/financial 

services and manufacturing/high-tech verticals. 

Using a Systems of Engagement (SOE) approach, the company has built an Intelligent Process 

Insights Engine (IPIE), a proprietary process-aware platform that embeds technology and analytics to 

deliver purpose-built analytics applications. It was built to accelerate the application of data science 

and information science in traditional and modern architectures to quickly drive value for clients. In 

addition to IPIE, Genpact has built a suite of L1 applications and leverages third-party tools (for 

reporting, data warehouse management, and big data and analytics platform tools) to serve clients 

across its focus verticals. 

To help drive analytics innovation on behalf of its clients, Genpact leverages its innovation labs — 

Smart Decision Lab in Bangalore, and Genpact Innovation Center in Palo Alto, California. The promise 

of the labs is to foster an innovation ecosystem among clients, technical solution architects, PhDs in 

quantitative methods, data and algorithmic scientists, big data specialists, and data modelers to create 

new IP and work on cutting-edge R&D in analytics and digital transformation solutions. Genpact 

leverages alliances with research companies, virtual experts, industry associations, academic 

institutions like MIT, technology partners, and crowdsourcing companies for considering multiangle 

perspectives in the process of developing new and innovative products and fostering transformational 

improvements for clients. 

Genpact will continue to integrate analytics into larger enterprise opportunities, in both existing 

relationships and new ones, and create bigger deals with more scale, better premium pricing, and 

centers of excellence. From an offerings standpoint, Genpact has been investing in, and further plans 

to invest and build, capabilities across its key vertical and functional areas, with an increased focus on 

investments in risk management (finance), multichannel marketing (retail, finance, and pharma), 

business intelligence and reporting, and asset optimization (high-tech and supply chain management 

for the consumer packaged goods [CPG] and industrial manufacturing spaces). Genpact will leverage 

its innovation labs, analytics consultancy/advisory group, and chief science office (a team of world-

class applied research scientists who serve as senior thought leaders for clients and help develop 

advanced solutions) to provide more innovative solutions aligned with today's business needs 

(including in areas like mobility, cloud, workflow, advanced visualization, robotics, natural language 

processing/generation, machine learning, IoT, and cognitive computing). 

Genpact's analytics business has grown by over 20% annually for the past few years. The company 

has maintained a 90% client retention rate in its core BPO business and has delivered $1.5 billion of 

business impact in 2015 on behalf of its 250+ analytics clients. Genpact's current investments made in 

front-end sales consultants, relationship leaders, domain, and solution experts and the company's 

analytics advisory group will enhance the its ability to act as a strategic, consultative partner to its 



 

clients. Building greater proximity to clients globally and having dedicated teams for each client will not 

only deepen customer relationships but also maximize productivity and drive client centricity. 

The sections that follow highlight Genpact's strengths, vendor selection factors, areas of improvement, 

and challenges for the company's business analytics BPO services. This is based on qualitative 

customer feedback collected in IDC's 2016 Worldwide Business Analytics BPO Services Client 

Reference Study. The qualitative customer feedback was categorized by the following: portfolio of 

offerings, talent/skills, business acumen, project management, relationship management, resource 

allocation, innovation, and reputation. 

These insights should only be used directionally due to the small sample size of client references 

obtained for this evaluation (n = 47 total client references across all vendors, or approximately 4–5 total 

client references per vendor). See the Appendix for details on the client reference study methodology. 

In addition, Genpact's strengths and challenges are included based on the company's scores from its 

current capabilities and future strategy evaluations. 

Strengths 

Genpact is perceived by its clients to have the core strengths outlined in Table 22. On the basis of 

client feedback, Genpact's core strengths span across the company' portfolio of offerings, business 

acumen, talent/skills, project management skills, and resource allocation. 

TABLE 22 

Qualitative Vendor Perceptions: Genpact's Core Strengths 

Metric Core Strengths Based on Client Feedback 

Portfolio of offerings  Automation capabilities 

 Enables flexibility and scalability 

Business acumen  Understands my business well 

 Experienced leadership team 

Talent/skills  Functional and technical expertise 

Project management  Change management 

 Ability to meet project SLAs (i.e., quality and time) 

Resource allocation  Resourcing talent 

Source: IDC, 2016 

 

On the basis of Genpact's current capabilities, the company scored highest on the functionality/offering 

road map and customer engagement strategy, outperforming the average vendor score for these 

metrics. Customers felt Genpact had strong breadth/depth of offerings, and they scored the company 



 

highly for its ability to provide/drive industry, functional, and technical skills/competencies/business 

outcomes, with a strong presence of local offices and resources. 

From a customer engagement perspective, Genpact maintains strong customer satisfaction, retention, 

and local presence. Genpact has an 80% repeat business and business analytics delivery centers in 

India, the United States, and China. As of 2015, Genpact has signed over 700 analytics deals across 

verticals, 600+ of which are pure-play business analytics. Genpact will continue to make investments 

in building and growing a sizable onsite presence across core clients' locations in an effort to provide 

solution consultancy and deeper relationships. 

Factors Contributing to Vendor Selection 

On the basis of client reference feedback, several factors contributed to the decision-making process 

for selecting to work with Genpact for its business analytics BPO services (see Table 23). 

TABLE 23 

Qualitative Vendor Perceptions: Genpact's Vendor Selection Factors 

Metric Factors Contributing to Vendor Selection Based on Client Feedback 

Reputation  Industry reputation 

 Proven track record 

Project management  Flexibility 

 Timely delivery on projects 

 Change management/ability to adjust 

Preexisting relationship  Based on past engagements 

Cost  Cost effective solutions 

Resource allocation  Caliber of resources aligned with project need 

Relationship management  Committed to long-term relationship and success 

Talent/skills  Superior analytical work 

Source: IDC, 2016 

 

Areas of Improvement 

On the basis of IDC's 2016 Worldwide Business Analytics BPO Services Client Reference Study used 

for this evaluation, Genpact's clients noted the areas of improvement outlined in Table 24, which 

include specific aspects of resource allocation, project management, means of innovation, and 

relationship management. 

  



 

TABLE 24 

Qualitative Vendor Perceptions: Genpact's Areas of Improvement 

Metric Areas of Improvement Based on Client Feedback 

Resource allocation  Attrition management 

Project management  Development of SLAs 

Innovation  Increase thought leadership on emerging trends 

 Proactive and forward thinking communications 

Relationship management  Enhance relationships across management teams 

Source: IDC, 2016 

 

Challenges 

On the basis of Genpact's future strategy for business analytics BPO services, IDC believes the 

company's challenge is its employee strategy as it scored just slightly below the average vendor score 

for this metric. Genpact should continue to push more innovative means of employee 

engagement/management beyond training, rewards, and recognition. Training programs for niche 

skills and customized learning avenues (initiatives recently launched by Genpact) are examples of how 

this could be achieved. 

 

APPENDIX 

Reading an IDC MarketScape Graph 

For the purposes of this analysis, IDC divided potential key measures for success into two primary 

categories: capabilities and strategies. 

Positioning on the y-axis reflects the vendor's current capabilities and menu of services and how well 

aligned the vendor is to customer needs. The capabilities category focuses on the capabilities of the 

company and product today, here and now. Under this category, IDC analysts will look at how well a 

vendor is building/delivering capabilities that enable it to execute its chosen strategy in the market. 

Positioning on the x-axis, or strategies axis, indicates how well the vendor's future strategy aligns with 

what customers will require in three to five years. The strategies category focuses on high-level 

decisions and underlying assumptions about offerings, customer segments, and business and go-to-

market plans for the next three to five years. 

The size of the individual vendor markers in the IDC MarketScape represents the market share of each 

individual vendor within the specific market segment being assessed. 



 

IDC MarketScape Methodology 

IDC MarketScape criteria selection, weightings, and vendor scores represent well-researched IDC 

judgment about the market and specific vendors. IDC analysts tailor the range of standard 

characteristics by which vendors are measured through structured discussions, surveys, and 

interviews with market leaders, participants, and end users. Market weightings are based on user 

interviews, buyer surveys, and the input of a review board of IDC experts in each market. IDC analysts 

base individual vendor scores, and ultimately vendor positions on the IDC MarketScape, on detailed 

surveys and interviews with the vendors, publicly available information, and end-user experiences in 

an effort to provide an accurate and consistent assessment of each vendor's characteristics, behavior, 

and capability. 

Client Reference Study Methodology 

IDC's Worldwide Business Analytics BPO Client Reference Study was fielded from approximately May 

2016 to September 2016 and utilized an online survey to ask the participating vendors clients about 

their current business priorities, success factors for BA BPO/outsourcing services projects, BA BPO 

spend, and distribution of budget, in addition to rating specific aspects of the relationship with their 

current BA BPO vendor. This included the breadth and depth of solutions, competencies, ability to 

achieve goals, strengths, and areas of improvement. The sample size for this survey was 47; however, 

the sample size per question may vary as all questions were not mandatory to answer. 

Respondents came from a range of industries (see Figure 2). The "other" category as referenced in 

Figure 2 includes the aerospace, CPG, education, mining, retail, paper/packaging, automotive, 

telecom and power (electricity), and specialty chemicals industries. 

FIGURE 2 

Client Reference Study: Respondents by Industry 

 

n = 47 

Source: IDC's Worldwide Business Analytics BPO Services Client Reference Study, 2016 

 



 

Market Definition 

Analytics 

Analytics are various performance metrics related to the business performance of any enterprise that 

assist managers in reviewing and analyzing the effective functioning of various components of their 

business. A specific analytic measurement enables the manager to identify gaps in the performance 

and implement corrective measures, if necessary. 

In some cases, an analytic measurement is not just a single metric but a combination of various 

metrics. It can also be described as a metric that cannot be measured directly but by a combination of 

various metrics. These metrics provide a much better measurement of performance than individual 

metrics. Examples of performance metrics and their components include: 

 Customer satisfaction: A function of the number of customer complaints for a product, product 

recalls, current demand, future order pipeline, and so forth 

 Financial performance: A function of the profitability of the business unit/organization, 

accounts payable, accounts receivable, future order pipeline, and so forth 

 Quality of a product: A function of the number of customer complaints, defects, product recalls, 

and product updates 

Business Analytics Services 

Business analytics services are formalized services including planning and design, development, 

customization, implementation, maintenance, training, and support provided to help clients deploy 

effective decision support and statutory reporting solutions. Business analytics projects include 

services delivered to deploy software, such as: 

 Data warehouse platform — data warehouse generation: Extraction, transformation, and the 

loading of data from disparate data sources, including data quality management 

 Data warehouse management: Database administration, data model design, metadata 

management, security, and user rights management 

 Performance management applications and tools — business intelligence tools (including 

query/reporting/analysis and advanced analytics): Report development, query tuning, 

dashboard design, statistical modeling, and data mining 

 Prepackaged analytic applications: Key performance indicator development, workflow 

management, business process evaluation, and application customization 

Business Analytics Services Value Chain 

IDC believes the business analytics services value chain is made up of the following three pillars or 

areas: information management, analysis, and business inference. At the same time, a certain set of 

processes and technologies need to be delivered across these three areas. IDC believes that the 

coupling of these processes and technologies with the previously mentioned areas defines the 

complete value chain of business analytics services (see Figure 3). For a detailed definition of the 

Business Analytics services illustrated in Figure 3, see IDC's Worldwide Services Taxonomy, 2016 (x 

IDC #249299, April 2016). 

This IDC MarketScape provides vendor assessment with regard to the advisory, assessment, plan, 

design, and build phases of the business analytics services value chain. 



 

FIGURE 3 

Business Analytics Services Value Chain 

 

Source: IDC, 2016 

 

Market Strategies for Business Analytics Services 

 Business priorities. Strengthening and expanding customer experiences and relationships, 

complying with new or existing regulation, improving operational efficiency, and improving 

financial performance are the key business priorities for firms that utilize analytics to run their 

businesses. 

 Project success factors. Successful business analytics services projects are those that allow the 

businesses to achieve the desired business outcomes. Successful projects also help businesses 

gain the right functional insights and competencies and get completed within the defined 

timeline. 

 Business analytics value chain. A large majority of the spending on business analytics services 

continues to be around the information management and the analysis elements of the business 

analytics value chain. The activities within these two elements include the following: 

 Assess, design, plan, implement, upgrade, and maintain BI/analytics tools and 

applications. 

 Provide data cleansing/master data management/business data warehousing. 

 Provide reporting business data/metrics and post–reporting data analysis/interpretation. 

 Measure/improve business performance/metrics relative to industry standards. 



 

The remaining spending was around the higher-value business inference activities such as 

predictive/advanced analytics offerings that get consumed post analytics solutions 

implementation. Businesses also continued to consume, post solutions implementation, change 

management services to increase workforce adoption of analytics to run day–to-day business 

operations as part of the business inference element of the value chain. 

 Big data services. Big data continues to be on the frontline of every analytics discussion, but 

the actual adoption rates remain lower than expected. Besides cost, businesses cite a lack of 

use cases and shortage of skilled professionals among the top reasons for their reluctance to 

take on big data projects. In addition, the uncertainty related to choosing between packaged 

solutions and open source technologies is another major reason businesses are slow to adopt 

big data solutions. However, the adoption rates will continue to go up as the uncertainty around 

technology adoption clears and more and more use cases become available. 

 Consumption model. When it comes to consumption of business analytics services, the on-

premise consumption model continues to dominate. Data ownership and security remain the 

key hurdles for adoption of analytics as a service model. However, the cost and effort 

associated with the adoption of fast-emerging analytics technologies, coupled with scarcity of 

internal skilled resources, will continue to drive interest in business analytics-as-a-service 

consumption option. 

 

LEARN MORE 

Related Research 

 Market Analysis Perspective: Worldwide Finance, Accounting, and Procurement BPO 

Services, 2016 (IDC #US40788116, September 2016) 

 Worldwide Business Analytics Services Forecast, 2016–2020 (IDC #US41668916, August 

2016) 

 Top Finance/Accounting and Procurement Business Processes Being Outsourced for 

Analytics Function (IDC #US41482916, June 2016) 

 Worldwide and U.S. Business Process Outsourcing Services Forecast, 2016–2020 (IDC 

#US41194616, April 2016) 

 IDC's Worldwide Services Taxonomy, 2016 (IDC #US41098116, April 2016) 

 IDC MarketScape: Worldwide Business Analytics Services 2015 Vendor Assessment (IDC 

#255276, April 2015) 

Synopsis 

This IDC study represents a vendor assessment of the business analytics BPO services providers 

through the IDC MarketScape model. This assessment discusses both quantitative and qualitative 

characteristics that explain success in the business analytics BPO services market. This IDC 

MarketScape covers a variety of vendors participating in the business analytics BPO services space. 

The evaluation is based on a comprehensive and rigorous framework that assesses vendors relative to 

the criteria and to one another and highlights the factors expected to be the most influential for 

success in the market in both the short term and the long term. 

"The amount of data available (i.e., IoT, M2M, social, and mobile) is amassing the complexity of data (i.e., 

more correlations, outliers, and unstructured data), and consequently, buyers are in need of more 



 

advanced analytics solutions, especially in terms of big data and advanced analytics services. To provide 

differentiated offerings, providers need to align technology, domain expertise, and data science 

capabilities to create their own IP or partner with providers with these unique capabilities. From the 

buyers' perspective, the way in which they consume analytics or interact with platforms and tools needs to 

be as easy to consume and digest as possible," said Alison Close, senior analyst, Worldwide Finance, 

Accounting, Procurement, and Business Analytics BPO services. 
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