
Building resilience
in the experience economy 



Every organization is an experience-led organization, or must reinvent themselves to become 
one. The experience economy is upon us, so it’s time to move faster and think di�erently to build 
resilience. Organizations that use experience as the north star for large-scale digital 
transformation – to deliver exceptional experiences for customers, employees, and partners – 
will be well-positioned to thrive.

In fact, SAP says that experience is now the organizing principle of the global economy and 
solving the experience gap is a $1.6 trillion problem1.  Clearly, the opportunity is too big to ignore.

Genpact was an early adopter, recognizing the need for organizations to explore digital 
transformation through an experience lens. During periods of uncertainty and disruption, a deep 
understanding of end user needs can help organizations build resilience and adapt and rise to 
new challenges.  

1 https://www.forbes.com/sites/sap/2019/05/09/sap-ceo-bill-mcdermott-seize-our-destiny-to-win-in-the-experience-economy/ 

Experience as the
north star for
digital transformation



Genpact has been building expertise in 
experience-led transformation since we acquired 
Endeavor, a leader in mobile digital solutions, and 
then TandemSeven, an experience innovation 
consulting company. These acquisitions provided a 
strong foundation for Genpact’s experience 
capabilities, which have continued to grow in depth 
and scale.

More recently, Genpact acquired Rightpoint, a 
global experience company that works with some 
of the world’s most iconic brands. As an authority 
on customer experience, Rightpoint, a Genpact 
company, enhances Genpact’s capabilities in all 
aspects of experience-led transformation for an 
industry-speci�c blend of process and
experience innovation.

Below are examples of the work that we are doing:

Today, we are uniquely positioned to help 
organizations in every industry create world-class 
experiences and shape the next phase of the 
experience economy.

Genpact and 
Rightpoint:
A powerful 
combination

▪ Transforming the employee experience for a
global experience-focused brand

▪ Reimagining customer service for a media and
entertainment company to create a seamless
digital experience across multiple devices

▪ Designing the in-car connected experience of the
future for a leading automobile manufacturer

▪ Developing a cognitive buying assistant as part of
a conversational AI solution for a consumer
goods company



About Genpact
Genpact (NYSE: G) is a global professional services �rm that makes business transformation real. We drive digital-led 
innovation and digitally enabled intelligent operations for our clients, guided by our experience running thousands of 
processes primarily for Global Fortune 500 companies. From New York to New Delhi and more than 30 countries in 
between, we connect every dot, reimagine every process, and reinvent companies’ ways of working.
Transformation happens here.
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Market leaders recognize the breadth of the connected experience ecosystem (�gure 1) and that 
experiences must connect people, process, and technology at every point on the user journey. 

Figure 1: The connected experience ecosystem

From whiteboard to roll-out, we are helping organizations embed experience across their 
operations. Our multi-disciplinary teams lead with empathy, data and creativity – always in pursuit 
of exceptional experiences. 

With so many competing business priorities, experience-led transformation might not be top of 
mind. But when you put the needs of people �rst, pro�ts follow.

Get in touch to learn more about experience-led transformation and how we can help: 
www.genpact.com/contact-us 

For additional information visit, www.genpact.com/experience and www.rightpoint.com

Connecting experience from 
front to back

www.genpact.com

