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NEAT EVALUATION FOR GENPACT: 

Banking Managed Services 

Market Segments: Overall, Support for New Digital Business Models 

 

Introduction 

This is a custom report for Genpact presenting the findings of the NelsonHall NEAT vendor 
evaluation for Banking Managed Services in the Overall market segment. It contains the NEAT 
graph of vendor performance, a summary vendor analysis of Genpact for banking managed 
services, and the latest market analysis summary.  

This NelsonHall Vendor Evaluation & Assessment Tool (NEAT) analyzes the performance of 
vendors offering banking managed services. The NEAT tool allows strategic sourcing managers 
to assess the capability of vendors across a range of criteria and business situations and 
identify the best performing vendors overall, and with specific capability in application 
services, infrastructure services, business process services, professional services, and 
supporting new digital business models.  

Evaluating vendors on both their ‘ability to deliver immediate benefit’ and their ‘ability to meet 
client future requirements’, vendors are identified in one of four categories: Leaders, High 
Achievers, Innovators, and Major Players.  

Vendors evaluated for this NEAT are: Atos, Avaloq, Broadridge, Capgemini, Cognizant, EY, 
Fidelity Information Services (FIS), Genpact, Infosys, Kuliza, Mindtree, Tech Mahindra, and 
Wipro. 

Further explanation of the NEAT methodology is included at the end of the report. 
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NEAT Evaluation: Banking Managed Services (Overall) 

 

NelsonHall has identified Genpact as a Leader in the Overall market segment, as shown in the 
NEAT graph. This market segment reflects Genpact’s overall ability to meet future client 
requirements as well as delivering immediate benefits to its banking managed services clients. 

Leaders are vendors that exhibit both a high ability relative to their peers to deliver immediate 
benefit and a high capability relative to their peers to meet client future requirements. 

Buy-side organizations can access the Banking Managed Services NEAT tool (Overall) here. 

  

https://research.nelson-hall.com/sourcing-expertise/neat-reports/?avpage-views=neat&avpage-views=neat&NEATaction=viewProject&project=258&weightingGroup=1372#neatProjectPage
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NEAT Evaluation: Banking Managed Services  

(Support for New Digital Business Models) 

 

NelsonHall has identified Genpact as a Leader in the Support for New Digital Business Models 
market segment, as shown in the NEAT graph. This market segment reflects Genpact’s ability 
to meet future client requirements as well as delivering immediate benefits to its banking 
managed services clients with specific focus on supporting the development of new digital 
business models. 

Buy-side organizations can access the Banking Managed Services NEAT tool (Support for New 
Digital Business Models) here.  

https://research.nelson-hall.com/sourcing-expertise/neat-reports/?avpage-views=neat&avpage-views=neat&NEATaction=viewProject&project=258&weightingGroup=1377#neatProjectPage
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Vendor Analysis Summary for Genpact 

Overview 

Genpact has been delivering managed services to the BFS industry since 1997. Genpact started 
as the shared services operations center for GE Capital to provide business process services, 
then expanded to all of GE’s global business units. Genpact went public in 2008. 

Genpact has subsequently acquired multiple vendors to enhance and grow its services 
capabilities, with a focus on acquiring CX and AI capabilities. Key acquisitions which have 
supported the growth of its managed services capabilities include: 

• Rage (2017): AI platform and consulting vendor 

• TandemSeven (2017): experience design vendor 

• riskCanvas (2019): Financial crimes software platform, acquired from Booz Allen Hamilton 

• Rightpoint (2019): digital experience consultancy. 

Genpact’s managed services are focused on application and process management services. 
Clients buy service bundles, including:  

• Operations-as-a-service: managed services covering operations as-a-service across 
consumer banks, commercial banks, institutional banks, and capital markets firms. Key 
buyers of these services are typically smaller clients and larger banks with an immediate 
need to scale up processing. All clients buy this service as part of their service bundle 

• Transformation services: Advisory service delivered by industry and process experts to 
identify specific strategies to improve the efficiency and effectiveness of operations, 
grounded in an understanding of the customer experience. 33% of Genpact managed 
services clients buy this type of service.  

Clients are changing what they want out of an engagement. Increasingly they are looking for:  

• Business outcomes rather than IT or operational SLAs. Identifying key business value 
drivers, which are often difficult to quantify (such as customer satisfaction), is an 
increasing focus of engagements  

• Variabilization of costs to match business volumes and revenues. 

Genpact uses a four-step process framework in its engagements:  

• Define the transformation roadmap: few large clients require this step, as they have 
internal teams that have worked on this process. Typically this step takes ~6 weeks  

• Start the roadmap implementation: implement one or more solutions to support process 
and experience improvement. Most clients engage in this step, which typically runs from 
the 2nd to 4th month  

• Operational excellence with ongoing improvement: in this step, the technology has already 
been implemented, and Genpact implements best practices (employee training, LEAN Six 
Sigma, and compliance) and AI. Most clients engage with Genpact for this step, which 
typically runs from the 4th the 6th month 

• Ongoing transformation: partner with clients to digitalize existing processes and create 
new processes. This step is an open-ended phase. 
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Financials 

NelsonHall estimates that Genpact’s last twelve months’ revenue from managed services was 
$720m. Managed services revenues were derived from:  

• North America: 73% 

• Europe: 11% 

• APAC: 16%. 

Strengths 

• Longstanding client base which can benefit from new managed service capabilities 

• Strong consulting and ITS delivery capabilities  

• Has productized most of its AI services and is developing more AI products 

• Experience with delivering managed services engagements in all three major geographies: 
North America, Europe, and Australia 

• Experience in LEAN techniques which apply to the use of digital technologies in the 
operations environment. 

Challenges 

• Needs to expand managed services presence in APAC a key target of tier one banks, to 
achieve scale presence 

• Needs to develop more productized offerings to facilitate relationship growth from 
modular add-ons. 

Strategic Direction 

Genpact is targeting banks in multiple markets, including North America, Europe, and 
Australia. 

Genpact has built a large client base across all bank sizes. Over the next year, it will narrow its 
focus to target client relationships, which can grow from implementing additional Genpact 
services across their environment. Genpact will be targeting larger banks who have existing 
managed services engagements, where rapid adoption across the client’s environment will 
scale the benefits they have already experienced to a much larger footprint. Every engagement 
must have the opportunity to scale. 

Genpact will be investing in building reproducible solutions with some of its larger clients to 
deploy them across multiple bank clients in the future. Key areas where it will continue to 
invest in solutions will be in UX/UI, RPA, AI, ML, and cloud. Genpact will consider acquisitions 
to meet these investment goals. These investments should earn it the permission to “build for 
tomorrow”. 
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Outlook 

Genpact should grow rapidly over the next year as it focuses on its largest clients to upsell 
services across geographies and implement platforms that can be scaled across multiple 
markets and products. Genpact has a large managed services business, with a broad range of 
services focused on consulting, ITS, and hosting. It has established third-party product 
partnerships to modernize application landscapes and its own AI platform.  

NelsonHall estimates that Genpact's 2020 managed services revenues in banking will increase 
in the high single digits. Genpact can grow its managed services business in the 7% to 9% range 
over the next three years, based on its existing client base and its capabilities in cloud 
migration. If it is successful in expanding its target client engagements, particularly across 
geographies, it should be able to grow its business an additional 3% per year.  
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Banking Managed Services Market Summary 

Overview 

Managed services in BFS are moving from a focus on supporting customized, on-premise 
operations delivery to productized services delivered for a wider range of bank types based on 
hybrid cloud operations which support increasingly distributed client environments. 

Managed services is a mature business, with tier 1 banks looking for single process customized 
services. Adoption and usage models for managed services are growing for the startup, 
regional, and mid-tier market. Smaller banks require productized services.  

Clients will continue to migrate to hybrid cloud. Managed services vendors will deliver hybrid 
cloud services with cognitive-enabled operations using quality tested components to support 
business model change. Operational delivery will become agile to support reducing time-to-
market and volume fluctuations. Cybersecurity and business continuity will become 
increasingly important. 

Buy-Side Dynamics 

Clients are buying service bundles including: 

• Current: 

− Infrastructure services: 25%, cloud/SaaS 45%, BPaaS delivery 10%, and App services 
20% 

− Process bundles: migration to cloud, BPaaS by individual country, and DevOps 
implementation 

• Emerging:  

− Infrastructure services: 20%, cloud/SaaS 50%, BPaaS delivery 15%, and App services 
25% 

− Process bundles: increasing hybrid cloud hosting, BPaaS services for multi-
tower/geography, and cognitive.    

Banks are changing operations models to deliver services from the hybrid cloud using open 
platforms, and are building ecosystems of vendors to support operational change. Since 2018, 
banks have been using cognitive, cloud, and open platform services to increase agility to work 
with customers under rapidly changing business conditions. These trends are accelerating.  

Services vendors are offering banks lower cost services, supported by more standardized, 
consolidated, automated operations across multiple products and markets. The COVID-19 
pandemic has started an aggressive move to remote work. This has increased the need for 
strong cybersecurity and for robust national infrastructure in some emerging markets to 
support remote delivery.  

Key issues in managed services for banks include increasing agility, managing remote and 
distributed work environments, and increasing standardization across the enterprise. Large 
institutions require support across heterogeneous environments for changing offerings; 
smaller institutions require comprehensive process support for homogeneous environments.  
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Market Size & Growth 

NelsonHall estimates the size of the managed services market in BFS to be ~$15,500m in 2020, 
and forecasts that it will grow at 9.6% per year in the period 2020 to 2025. 

Success Factors 

• Domain knowledge  

• Regulatory compliance, as regulations evolve, with industry and country context 

• Ability to manage unstructured and transaction data accurately 

• Ability to coordinate a large ecosystem of third-party vendors in many local markets 

• Hybrid cloud partnerships to enhance agility and provide ongoing improvement 

• Broad and evolving ecosystem of Fintech and AI partnerships, with focus on CX and AI 

• Ability to improve CSAT across an omnichannel environment 

• High level of process efficiency and standardization 

• Ability to scale effective operations rapidly over the next several years.  
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NEAT Methodology for Banking Managed Services 

NelsonHall’s (vendor) Evaluation & Assessment Tool (NEAT) is a method by which strategic 
sourcing managers can evaluate outsourcing vendors and is part of NelsonHall's Speed-to-
Source initiative. The NEAT tool sits at the front-end of the vendor screening process and 
consists of a two-axis model: assessing vendors against their ‘ability to deliver immediate 
benefit’ to buy-side organizations and their ‘ability to meet client future requirements’. The 
latter axis is a pragmatic assessment of the vendor's ability to take clients on an innovation 
journey over the lifetime of their next contract. 

The ‘ability to deliver immediate benefit’ assessment is based on the criteria shown in Exhibit 
1, typically reflecting the current maturity of the vendor’s offerings, delivery capability, 
benefits achievement on behalf of clients, and customer presence. 

The ‘ability to meet client future requirements’ assessment is based on the criteria shown in 
Exhibit 2, and provides a measure of the extent to which the supplier is well-positioned to 
support the customer journey over the life of a contract. This includes criteria such as the level 
of partnership established with clients, the mechanisms in place to drive innovation, the level 
of investment in the service, and the financial stability of the vendor. 

The vendors covered in NelsonHall NEAT projects are typically the leaders in their fields. 
However, within this context, the categorization of vendors within NelsonHall NEAT projects is 
as follows: 

• Leaders: vendors that exhibit both a high ability relative to their peers to deliver immediate 
benefit and a high capability relative to their peers to meet client future requirements 

• High Achievers: vendors that exhibit a high ability relative to their peers to deliver 
immediate benefit but have scope to enhance their ability to meet client future 
requirements 

• Innovators: vendors that exhibit a high capability relative to their peers to meet client 
future requirements but have scope to enhance their ability to deliver immediate benefit 

• Major Players: other significant vendors for this service type. 

The scoring of the vendors is based on a combination of analyst assessment, principally around 
measurements of the ability to deliver immediate benefit; and feedback from interviewing of 
vendor clients, principally in support of measurements of levels of partnership and ability to 
meet future client requirements. 

Note that, to ensure maximum value to buy-side users (typically strategic sourcing managers), 
vendor participation in NelsonHall NEAT evaluations is free of charge and all key vendors are 
invited to participate at the outset of the project. 
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Exhibit 1  

‘Ability to deliver immediate benefit’: Assessment criteria  

Assessment Category Assessment Criteria 

Offerings 

Managed services consulting and advisory services  

Managed services platform capability  

Managed services brokerage and orchestration services 

Range of managed services  

AI Ops capabilities  

Proactive and predictive analytics capabilities  

ITSM capabilities 

API and data driven services 

Delivery 

Offshore delivery capability  

Data center capability  

Managed services advisory and consulting services  

Maturity of delivery capability overall  

Ability to automate IT infrastructure brokerage and orchestration 
using proprietary tools & accelerators  

Ability to automate managed service brokerage and orchestration 
using third party tools, including cloud native tools  

Ability to incorporate DevOps principles and agile methodologies 
in managed services  

Ability to transform ongoing managed services through process 
improvements  

Ability to provide design thinking and collaborative approach to 
managed services through dedicated cloud CoEs, DTCs 

Ability to provide advanced analytics in support of the managed 
services ecosystem  

Extent of partnerships in support of managed services 
infrastructure brokerage, orchestration, and management 
services  

Client Presence 

Managed services customer presence  

Managed services platform presence  

Advanced analytics presence  

Managed services AI-ops presence  

North America  

U.K.  

Continental Europe  

Rest of World  

IT infrastructure brokerage & orchestration management 
revenues overall 

 

Benefits Achieved 

 

Level of cost savings achieved  

Increased infrastructure scalability/flexibility  

Improvement in provisioning times                                continued …… 
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Improvement in infrastructure and application performance, 
reliability and availability  

Increased speed to market for next-generation digital initiatives 

Increased variability in infrastructure management cost 

Increased use of self-serve  

Improved speed of problem resolution  

Improved ITSM capability  

Increased end-user satisfaction  

Value for money  

  

Exhibit 2  

‘Ability to meet client future requirements’: Assessment criteria  

Assessment Category Assessment Criteria 

Ability to Deliver Service 
Innovation 

Mechanisms in place to deliver client innovation  

Client perception of innovation delivered  

Suitability of vendor to meet future needs of client  

Strength of partnership 

Level of Investments  

Investment in support of managed services platform  

Investment in managed services  

Investment in support of environment orchestration services 

Investment in AI-ops capabilities  

Investment in advanced analytics  

Investment in ITSM capabilities  

Investment in API-driven approach  

Managed services-related M&A activity 

Market Momentum Managed services momentum 

Financial Security Managed services financial security 

 

For more information on other NelsonHall NEAT evaluations, please contact the NelsonHall 
relationship manager listed below.  

research.nelson-hall.com 

Sales Enquiries 
NelsonHall will be pleased to discuss how we can bring benefit to your  
organization. You can contact us via the following relationship manager: 

Guy Saunders at guy.saunders@nelson-hall.com 

Important Notice 

Copyright © 2020 by NelsonHall. All rights reserved. NelsonHall exercises its best efforts in preparation of the information 
provided in this report and believes the information contained herein to be accurate. However, NelsonHall shall have no 
liability for any loss or expense that may result from incompleteness or inaccuracy of the information provided.  

http://www.nelson-hall.com/

