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Executive Summary

Providers have been resilient throughout the pandemic as well as quick and agile in 

moving their workforces toward remote working. Most workshops or sessions that 

needed the provider-client connection have been moved to virtual delivery with the use 

of virtual tools. Service providers and consultancies have helped clients with techniques 

and approaches to remain sustainable, realign their digital strategy and implement new 

digital solutions through virtual connections. With digital customer experience (DCX) being 

the largest segment of digital transformation, providers have helped clients understand 

the new behavior of digital consumers. Providers have leveraged analytics and AI-driven 

Agile approaches to design, develop and deliver digital customer experience (CX) services. 

Change in the CX strategies has been the key focus across the lifecycle, with a quicker 

deployment of new digital solutions to capture the market opportunity. Most providers 

have rolled out COVID-specific offerings to support clients across niche segments. 

With supply chains being disrupted because of Brexit and the pandemic, providers 

have enabled the clients to manage the demand and supply shocks with data-driven AI 

EXECUTIVE SUMMARY
With An Increased Traction of Digital Services, 
Automation, Analytics and Artificial Intelligence 
(AI)-Based Data-Driven Approaches are Leveraged to 
Deliver Digital Transformation Across Sectors in 
The U.K.  

The outbreak of pandemic has opened new opportunities for digital transformation in 

the U.K. Although sustainability has been the main focus area for most enterprises, they 

have captured the new opportunities that have arisen from the pandemic. Consumer 

behavior has changed, and most customer segments have embraced digital transformation 

to remain connected while maintaining social distancing. In addition, there has been 

a rise in omnichannel services, use of analytics and AI to deliver data-driven services, 

and automation to reduce the workforce requirement across enterprises. Enabling 

and implementing new digital services more quickly has helped enterprises maintain 

sustainability. Enterprises with no predefined digital strategy have approached the 

consultancy firms to build a digital roadmap and handle the organizational changes that will 

arise in the future. Supply chains have been disrupted, and end-to-end visibility/tracking has 

been a priority for enterprises to balance supply and demand. Innovative solutions using 

Internet of Things (IoT), automation, analytics and AI, along with implementing blockchain 

services across the value chain in various sectors, have been at the forefront over the last 

few years.
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approaches and provide visibility on demand and supply chains. They have also helped 

their clients in supplier consolidation. Providers are helping U.K. clients to leverage 

innovative technologies such as AI and blockchain to capture newer opportunities.

Some of the key trends in the U.K. market are as follows:

 � Data-driven interactive offerings focused on new-age experiences: Most providers 

are leveraging analytics and AI to analyze the data and provide new-age CX for the 

digital consumers in the new future. This approach is being leveraged to understand 

the changes in consumer behavior and not only adjust  existing digital services for 

customer requirements but also capture any new market opportunities. 

 � Use of customer experience frameworks to deliver services: Service providers 

have developed a comprehensive framework to deliver end-to-end customer journey 

services to clients. The frameworks act as a guidance for both providers and enterpris-

es to assess the current state and plan an approach to deliver the desired end state of 

CX services.

 � Platform-based approaches for quicker turnaround: Most providers are building 

digital platforms for different use cases across sectors and industry segments. The 

providers aim to reduce turnaround time and deploy digital services faster using a 

platform-based approach. The combined use of tools and accelerators for digital 

services, as well as a ready-to-deploy platform, helps providers position themselves 

uniquely in the market.

 � High focus on increasing digital skills in the region: The providers and the 

enterprises are focusing on improving digital skills in the U.K. Recruiting college 

graduates, upskilling on specific digital skills and cross-skilling employees have been the 

major focus areas to manage the digital skillset in the U.K.

 � Build niche offerings for COVID-affected sectors: As the pandemic set in, most 

providers built niche offerings specific to clients that would require differentiated 

services in these difficult times. Providers target this specific client segment (of both 

existing and new clients) and deliver services that expand their product portfolio.

 � Virtual delivery of design thinking workshops: With most employees working 

remotely, providers have moved to virtual connections to deliver digital business 

consulting services to their clients. The providers have embraced virtual tools and 

applications to connect with clients to deliver design thinking workshops. Most 

providers confirm that they were able to deliver the virtual workshops seamlessly, with 

the same value to their clients.

 � High focus on enterprise agility to deliver impact: Providers are focusing on 

enterprise agility not only during the development of digital applications but also after 

deployment. This helps enterprises make changes in the organization and realize the 

maximum impact of the digital solutions deployed. It is imperative for the enterprises 

to respond to changes and remain competitive as well as deliver digital services to end 

consumers.
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 � High focus on building centers of excellence for innovation: Providers have 

traditionally built digital centers of excellence to drive innovation and deliver differen-

tiating services to clients. The service providers are now focusing on building centers 

of excellence for specific technologies, such as blockchain, to develop platforms for 

delivering distributed applications and providing faster turnaround for the clients.

 � Increase in the adoption of blockchain: The adoption of blockchain has increased 

across various industries and sectors this year. In addition to financial services, 

blockchain is also used in the energy and telecom sector in the U.K. Specifically, in the 

energy sector, the use of blockchain has helped realize new revenue models, thereby 

helping the stakeholders expanding the business.

 � Realizing business impact while delivering services through DevOps: Most providers 

are training their employees to understand their client’s business environment and 

culture. This helps the providers synchronize their teams and the client teams while 

delivering services through DevOps methodology. This, in turn, provides maximum 

business impact for the client. This approach is popularly known as BizDevOps.

 � Increased adoption of outcome-based models: Many providers are adopting outcome-

based pricing models to deliver digital services to the clients. Around 5-15 percent of 

service provider contracts are based on outcome-based pricing. With more enterprises 

adopting digital services, the percentage of contracts in this pricing segment is expected 

to increase.

 � Managing supply chain disruptions: Providers have helped clients in managing 

supply chain disruptions caused by Brexit and COVID. They have helped in supplier 

consolidation, real-time visibility of supply chain and the use of analytics and AI to 

maintain the demand-supply balance across the supply chain.

Executive Summary
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Einleitung

Definition  
Digital technologies are permeating all aspects of traditional business. 
The use of information technology (IT) to change the customer 
journey, improve business agility or deliver digital products causes 
a digital disruption across all business processes, including sales, 
trading, production, supply chain, product design and human resource 
management, among others.

Enterprise agility goes beyond software development and refers to the 
capability of organizations to adjust business, development and operations 
workstreams to survive and thrive when competition and customer 
requirements are constantly changing. This adjustment and the speed at 
which it happens are relevant and critical for increasing business value.

Introduction

Digital Business - Solutions and Service Partners 2020

Digital Business Consulting Services

Source: ISG 2020

Digital Customer Experience Services

Digital Product Lifecycle Services Blockchain Services

Simplified illustration

Digital Supply Chain Transformation Services



© 2020 Information Services Group, Inc. All Rights Reserved.

55

Definition (cont.)

ISG’s Digital Cube™ is an interactive model of enterprise capabilities that are required 
for digital transformation. It illustrates the six capabilities any business must have to 
fully realize its digital ambitions. These include digital backbone, emerging technologies 
at scale, enterprise agility, digital ecosystems, digital insights and business model 
innovation. ISG will use Digital Cube™ as the main reference model to guide clients in 
their digital transformation. This ISG Provider Lens™ study is focused on identifying the 
service providers that can support clients in these digital capabilities.

Digital-ready service providers understand the full scope of digital services and provide 
constant innovation to improve UX, accelerate business delivery and incorporate 
intelligent solutions. They partner with leading technology vendors and can articulate the 
use of cognitive computing and learning systems to digitalize any client organization.

IntroductionISG Provider Lens™ Quadrant Report  |  December 2020

The ISG Provider Lens™ study offers the following to IT decision-makers:

 � Transparency on the strengths and weaknesses of relevant providers

 � A differentiated positioning of providers by segment

 � A perspective on different markets, including the U.S., U.K., Germany, Nordics, Brazil and 
Australia

Our study serves as an important decision-making basis for positioning and key relationships and 
go-to-market considerations. ISG advisors and enterprise clients also use information from these 
reports to evaluate their current vendor relationships and potential new engagements.
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Definition (cont.)

This 2020 ISG Provider Lens™ study for Digital Business Solutions and Services focuses 
on aspects where there is a higher adoption of digital services compared with other 
segments. The report intends to help enterprise clients partner with the right service 
provider based on their digital strategy and roadmap according to their business vision. 
The service providers are assessed based on multiple aspects, including digital trans-
formation framework, digital offering, capabilities, tools, accelerators, local presence, 
expertise, delivery models and pricing models. Enterprise clients will benefit from this 
study because it examines the entire digital ecosystem of the region, in addition to lever-
aging ISG’s global sourcing advisory, contract knowledge databases, regional research 
and expertise in technology ecosystems and innovations.

The Digital Business − Solutions and Service Partners U.K. 2020 report covers 49 partici-
pating companies that are ranked in five quadrants. The coverage depends on provider 
responses, participation and relevance.

The five quadrants that are focused in this study are as follows:

Digital Business Consulting Services: This quadrant assesses the provider’s capability to 
advise and consult with clients across the different facets of the digital journey, including 
strategy, design, data, technology, organizational change management, operations, digital 
culture and innovation. It will also include services leveraging emerging technologies such 
as IoT, analytics, artificial intelligence (AI), advanced mobile and the cloud.

IntroductionISG Provider Lens™ Quadrant Report  |  December 2020

Digital Customer Experience Services: This quadrant assesses a service provider’s portfolio 
and capacity to deliver business model innovation, enabling enterprises to build competitive 
differentiation in today’s digital economy. These providers design how an ideal customer (or 
persona) interacts with a product and a brand. The design process involves technology experts, 
sales, marketing, designers and clients in a collaborative process. 

Digital Product Lifecycle Services: This quadrant assesses the providers’ capacity to adapt the 
delivery model to each digital product with required speed, enabling a client enterprise to adopt 
agile and adaptive operating models. A provider’s portfolio includes agile, testing and DevSecOps 
to rapidly deploy or transform products and services according to market changes. 

Digital Supply Chain Transformation Services: This quadrant assesses the service providers 
across consulting, integration, support and managed services for supply chain planning, execution 
and insights, including their capability to leverage comprehensive frameworks or methodologies 
to use digital technologies such as IoT, machine learning (ML), AI and predictive analytics across 
the supply chain.

Blockchain Services: This quadrant assesses a service provider's competence in consulting, 
designing, deploying and operating blockchain. Leaders are identified by their experience in 
prototyping, testing and validating blockchain solutions, as well as by their capability to run the 
solutions in production environments.

Scope of the Study
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The ISG Provider Lens™ quadrants were created using an evaluation matrix containing four segments, where the providers are positioned accordingly.

Provider Classifications

Leader

The "Leaders" among the vendors/ 

providers have a highly attractive 

product and service offering and a 

very strong market and competitive 

position; they fulfill all requirements 

for successful market cultivation. 

They can be regarded as opinion 

leaders, providing strategic impulses 

to the market. They also ensure 

innovative strength and stability.

Product  
Challenger

The "Product Challengers" offer a 

product and service portfolio that 

provides an above-average cover-

age of corporate requirements, but 

are not able to provide the same 

resources and strengths as the 

Leaders regarding the individual 

market cultivation categories. Often, 

this is due to the respective vendor’s 

size or their weak footprint within 

the respective target segment.

Market  
Challenger

"Market Challengers" are also 

very competitive, but there is still 

significant portfolio potential and 

they clearly lag behind the Leaders. 

Often, the Market Challengers 

are established vendors that 

are somewhat slow to address 

new trends, due to their size and 

company structure, and therefore 

have some potential to optimize 

their portfolio and increase their 

attractiveness.

Contender

"Contenders" are still lacking mature 

products and services or sufficient 

depth and breadth of their offering, 

while also showing some strengths 

and improvement potentials in their 

market cultivation efforts. These 

vendors are often generalists or niche 

players.
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Each ISG Provider Lens™ quadrant may include a service provider(s) who ISG believes has a strong potential to move into the leader’s quadrant.

Provider Classifications (cont.)

Rising Star

"Rising Stars" are usually Product Challengers with high future 
potential. Companies that receive the Rising Star award have a 
promis ing portfolio, including the required roadmap and an adequate 
focus on key market trends and customer requirements. Rising Stars 
also have excellent management and understanding of the local 
market. This award is only given to vendors or service providers that 
have made ex treme progress towards their goals within the last 12 
months and are on a good way to reach the leader quadrant within 
the next 12 to 24 months, due to their above-average impact and 
innovative strength.

Not In

This service provider or vendor was not included in this 
quadrant as ISG could not obtain enough information 
to position them. This omission does not imply that the 
service provider or vendor does not provide this service. 
In dependence of the market ISG positions providers 
according to their business sweet spot, which can be the 
related midmarket or large accounts quadrant.
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Digital Business Solutions and Service Partners - Quadrant Provider Listing 1 of 4

Digital Business Consulting Digital Customer  
Experience  Services

Digital Product  
Lifecycle Services Blockchain Services Digital Supply Chain  

Transformation Services 

Accenture 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader 

Applied Blockchain 4 Not in 4 Not in 4 Not in 4 Market Challenger 4 Not in

Atos 4 Product Challenger 4 Leader 4 Leader 4 Leader 4 Product Challenger

Avanade 4 Not in 4 Market Challenger 4 Not in 4 Not in 4 Not in

Bain & Co. 4 Product Challenger 4 Not in 4 Not in 4 Not in 4 Not in

BCG 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

BearingPoint 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender

Birlasoft 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Leader  4 Leader 

Blockchain Expert 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in

Bridgei2i 4 Contender 4 Contender 4 Not in 4 Not in 4 Product Challenger

Capgemini 4 Leader 4 Rising Star 4 Leader 4 Product Challenger 4 Product Challenger

Coforge 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Leader 4 Not in

Cognizant 4 Product Challenger 4 Leader 4 Product Challenger 4 Product Challenger 4 Product Challenger
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Digital Business Solutions and Service Partners - Quadrant Provider Listing 2 of 4

Digital Business Consulting Digital Customer  
Experience  Services

Digital Product  
Lifecycle Services Blockchain Services Digital Supply Chain  

Transformation Services 

Cybage 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Product Challenger

Deloitte Digital 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

DXC 4 Contender 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Product Challenger

eInfochips 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

Endeva 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

EY 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

GEP 4 Not in 4 Not in 4 Not in 4 Not in 4 Product Challenger

HCL 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader 

Hexaware 4 Not in 4 Leader 4 Product Challenger 4 Not in 4 Not in

HGS Digital 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in

IBM 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader 

Infosys 4 Product Challenger 4 Leader 4 Leader 4 Leader 4 Leader

Innominds 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in



© 2020 Information Services Group, Inc. All Rights Reserved.

1111

ISG Provider Lens™ Quadrant Report  |  December 2020 Introduction

Digital Business Solutions and Service Partners - Quadrant Provider Listing 3 of 4

Digital Business Consulting Digital Customer  
Experience  Services

Digital Product  
Lifecycle Services Blockchain Services Digital Supply Chain  

Transformation Services 

Kearney 4 Rising Star 4 Not in 4 Not in 4 Not in 4 Not in

Kin + Carta 4 Not in 4 Market Challenger 4 Not in 4 Not in 4 Not in

KPMG 4 Market Challenger 4 Not in 4 Not in 4 Not in 4 Not in

Logicalis 4 Market Challenger 4 Not in 4 Not in 4 Not in 4 Not in

LTI 4 Product Challenger 4 Product Challenger 4 Leader 4 Product Challenger 4 Product Challenger

McKinsey 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

Mindtree 4 Product Challenger 4 Leader 4 Product Challenger 4 Product Challenger 4 Product Challenger

Mphasis 4 Contender 4 Product Challenger 4 Product Challenger 4 Contender 4 Contender

NTT 4 Contender 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Product Challenger

Persistent 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in

Protiviti 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

PwC 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

SLK Group 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in



© 2020 Information Services Group, Inc. All Rights Reserved.

1212

ISG Provider Lens™ Quadrant Report  |  December 2020 Introduction

Digital Business Solutions and Service Partners - Quadrant Provider Listing 4 of 4

Digital Business Consulting Digital Customer  
Experience  Services

Digital Product  
Lifecycle Services Blockchain Services Digital Supply Chain  

Transformation Services 

Softtek 4 Not in 4 Contender 4 Contender 4 Contender 4 Not in

Sopra Steria 4 Not in 4 Contender 4 Not in 4 Contender 4 Contender

Stefanini 4 Not in 4 Contender 4 Contender 4 Contender 4 Not in

TCS 4 Product Challenger 4 Leader 4 Leader 4 Rising Star 4 Leader 

Tech Mahindra 4 Contender 4 Leader 4 Leader 4 Leader 4 Product Challenger

T-Systems 4 Not in 4 Contender 4 Product Challenger 4 Product Challenger 4 Not in

UST Global 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Product Challenger 4 Contender

Valtech 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in

Wipro 4 Leader 4 Leader 4 Leader 4 Leader 4 Leader 

Zensar 4 Contender 4 Leader 4 Rising Star 4 Leader 4 Rising Star
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and Service Partners 
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Executive Summary

The following can use this report to identify and evaluate different service providers:

Chief Information Officers (CIOs) should read this report to understand the relative 
positioning and capabilities of providers, which can help them effectively plan and improve 
the reliability and availability of their digital transformation initiatives. The report also 
supports the technical and integration capabilities of service providers, as well as their 
strategic partnerships.

Chief Strategy Officers (CSOs), through this report, will gain knowledge of providers’ 
product portfolio capabilities, which, in turn, will enable streamlined workflow for 
enterprises and enhanced functionality for agents.

Chief Technology Officer (CTO) professionals should read this report to understand 
how digital services providers deliver the transformation initiatives and perform when 
compared with one another.

Chief Information Security Officers (CISOs) should read this report to understand how 
service providers address significant challenges associated with the security of digital 
transformation, including remote access, over-the-air(OTA) updates and data collection, 
transfer and storage.

ENTERPRISE CONTEXT
Digital Business Consulting Services 
In this quadrant report, ISG evaluates providers offering digital business consulting services 
with the ability to advise clients on the different facets of the digital journey, including 
strategy, design, data, technology, organizational change management, operations, digital 
culture and innovation.

ISG lays out the current positioning of digital business consulting service players in the U.K. 
with a comprehensive overview of the competitive landscape of the market. ISG observes 
that the U.K. is a mature market for the consulting industry. The industries mainly adopting 
digital business consulting in the U.K. are retail, financial services and technology, media 
and telecommunication and the public sector. 

Enterprises are increasingly adopting and leveraging digital technologies to transform 
their front-office and back-office operations. Artificial intelligence (AI) is gaining popularity 
among enterprises focusing on reducing operations costs and maximizing output. It is being 
adopted in repetitive tasks that require less manual intervention.

During the COVID-19 pandemic, digital adoption among enterprises has increased; 
however, long-term technology projects are expected to be on hold. Demand for consulting 
services has also declined in the short- to mid-term. Post recession, enterprises will turn 
to business consulting firms to stay ahead of competitors by adopting technologies that 
support the new normal.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NETWORKING 
Definition
The digital business consulting services quadrant assesses the 
provider’s capability to advise clients on the different facets of 
the digital journey, including strategy, design, data, technology, 
organizational change management, operations, digital culture and 
innovation. 

Digital business consulting includes services for transforming the 
design, strategy and operations of a business by leveraging emerging 
technologies such as IoT, analytics, AI, mobile and cloud. Digital 
business consulting services deliver significant improvements to a 
client’s customer services, business processes or operating models 
to realize benefits and drive growth. The providers in this space 
should be able to help organizations transform and optimize their 
operational environments through research, benchmarking, advisory 
and consulting with a focus on IT, business process transformation, 
program management services and organizational change 
management. The participating companies help their clients through 
digital journey, from conceptualizing the vision to delivering the actions 
needed for the transformation across different industries.

DIGITAL BUSINESS CONSULTING 
SERVICES

Managed Services for Midmarket
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 � The providers should be able to offer one or more of the consulting 

services across the digital journey.

 � The providers should be able to help clients formulate their digital 

roadmap and build a long- and short-term digital strategy. 

 � The providers must offer advice and guidance on process 

optimization to deliver tangible benefits.

 � The providers should be able to manage a geographically dispersed 

workforce for its services across geographies.

With enterprises wading through the pandemic, providers have been helping in several ways across 
different aspects of their client’s business. The consulting providers are introducing COVID-specific offerings 
and helping clients remain sustainable and capture new opportunities arising during the pandemic. The 
providers are helping clients maintain cash flow, ease the supply chains, fast-track their digital journey, 
design a digital strategy, boost omnichannel sales and improve process efficiency. The consulting providers 
are helping not only enterprise clients across industries, but also government agencies, to tackle the 
situations arising from the pandemic. 

The providers are expanding the relationship with their existing clients by helping them add revenue 
streams and sustain cash liquidity. Providers with strong expertise in digital strategy and deep vertical 
experience in areas such as IoT, cloud, AI and industry expertise are being preferred. Data-driven strategies 
are being sought after to have a definitive, clear roadmap to sustainability and growth in the next six to 
eight months. Most leading consulting providers are investing in AI/ML as well as building capabilities across 
innovative concepts to deliver sandbox ideas to their clients. The providers also have ready frameworks 
to assess the digital maturity of their client’s business and advise the most apt strategic roadmap for the 
dynamic market conditions. With supply chain being most affected in the recent times, the consulting 
providers are using predictive analytics, real-time supply chain visibility, IoT, sensors and blockchain to help 
their clients remain resilient.  

As pandemic has forced employees to work from home most of the time, the consulting providers have 
enabled their IT infrastructure to deliver services remotely. Virtual design thinking workshops are being 

Eligibility Criteria Observations

Digital Business Consulting Services

DIGITAL BUSINESS CONSULTING 
SERVICES



© 2020 Information Services Group, Inc. All Rights Reserved.

1717

ISG Provider Lens™ Quadrant Report  |  December 2020

conducted using online meeting tools. Most of the work is being moved 
to virtual environments and services are being delivered virtually, 
although direct connections with the clients are sometimes required. 
With enterprises increasingly seeking providers that can help them 
strategize and implement digital solutions, this segment is expected to 
gain considerable traction in the next year. Providers that can help their 
large clients develop digital strategies, create roadmaps and optimize cost, 
as well as help small and midsize clients remain sustainable, implement 
digital solutions and drive profitability, will be in high demand. 

Some observations on the leaders for this quadrant are as follows.

 � Accenture’s Innovation Architecture combines  business units such as 

Accenture Research, Accenture Ventures, Accenture Labs, Accenture 

Studios, Accenture Innovation Centers (with a U.K. center based 

in London) and Accenture Delivery Centers. Accenture also offers 

strategy, consulting and integration services in the digital business 

space for a wide range of platforms and technologies.

 � BCG has five offices in the U.K., including the Advanced Capabilities Center in Canary Wharf. BCG’s 

powerful, purpose-driven strategy based on its Bionic Model allows companies to align and inspire 

teams, launch the right digital initiatives and build the capabilities, processes and mindsets necessary to 

sustain a digital advantage, using its “articulate, activate and embed” methodology. 

 � Capgemini Invent, a business unit of Capgemini, is made up of strategy and transformation 

consultants, creative designers, emerging technology experts and data specialists. Invent accelerates 

the process of turning ideas into prototypes and scalable real-world solutions, leveraging the full 

business and technology expertise of the Capgemini Group.

 � Deloitte Digital was formed after years of investments in emerging technologies and creative, 

commerce, Web, mobile and customer solutions. Deloitte Digital is active in 29 countries and has more 

than 50 studios, employing 16,000 staff with three dedicated office locations in the U.K. (as well as 

other Deloitte offices) and a discovery lab situated in London. The key offerings within consulting and 

overall digital business transformation include digital advisory, digital interactive, customer practice, 

experience design, information management and technology integration.

Observations (cont.)

Digital Business Consulting Services

DIGITAL BUSINESS CONSULTING 
SERVICES
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 � EY wavespace™ is a global network of 21 growth and innovation 

centers, with one in London and a satellite facility in Edinburgh, 

designed to help businesses navigate the transformative age. It 

curates talent and technology and combines them to energize and 

align teams, enabling them to solve problems and create meaningful 

outcomes. EY focuses on all aspects of transformation, including CX 

and UX issues and the challenges associated with them. In addition, 

EY can create a temporary pop-up space or install wavespace on client 

premises. In July 2020, EY and IBM formed an alliance designed to help 

organizations accelerate digital transformation and improve client 

outcomes.

 � HCL’s Mode 1-2-3 strategy focuses on digital transformation and 

its market impact. It also considers strategic acquisitions and 

partnerships as required to deliver according to evolving digital needs. 

The 360° Digital Service Catalogue of HCL is fully aligned with digital 

business and is driven by the overriding “consulting first” principle  to 

deliver the three key grouped service areas: digital consulting, digital 

applications and platforms, and data and analytics.

 � IBM translated its inventive process into IBM Garage™, which merges design thinking with labs and 

rapid prototyping capabilities. IBM iX adds digital marketing with the acquired companies — Resource 

Ammirati, Aperto, ecx.io and others. IBM is well known for its first-class support in areas such as 

business strategy development, digital process redesign, business and talent transformation and the 

development of responsive operating models, which are AI-supported. This is now further supported by 

its partner ecosystem and alliances such as that with EY.

 � McKinsey, based in the U.K. since 1959, has recently moved into a new London office and has 

expanded to three offices in the U.K. It offers strategy consulting services to blue-chip clients, from top 

corporations to the British Government. McKinsey has a consulting focus on 21 specific industries, with 

deep expertise in each, and has embraced digital transformation by establishing its digital practice.  

 � PWC relies on combining its consulting and strategic business assets with its many technology partners, 

sometimes forming specific coalitions, such as the Industry 4.0 alliance, to deliver specific solutions 

to clients that require an end-to-end solution. PWC’s many board-level contacts and relationships 

in the U.K. make it a highly reliable source of independent advisory services for digital business 

transformation and future strategies.
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 � Wipro’s digital consulting ecosystem includes a set of interconnected 

Wipro capabilities, such as Wipro ventures, Wipro ecosystem, 

and Wipro digital, with competencies in digital architecture, 

strategic design, digital engineering and digital experience. Wipro 

digital consulting delivers design-led transformation, asset-based 

transformation, business reimagination, talent and change, CIO 

advisory, and strategic technology consultancy. 

 � Kearney’s (Rising Star) digital business transformation paradigm 

offers legacy-to-digital solutions, digital corporation, digital business 

experience (DBX), collaborative IT transformation, fit transformation, 

strategic people management, supply chain for the digital world, 

shielded operating model, cost reset (zero-based budgeting plus, or 

ZBBplus), advanced procurement, collaborative optimization, and 

Kearney’s premier capability, analytics solutions. 

Observations (cont.)
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 WIPRO

Wipro’s consulting ecosystem, supported 
by automation, analytics, innovation and an 

outstanding partner portfolio, enables rapid agile 
delivery of world-class solutions.

Wipro’s solutions and services are best suited for clients that are open to 
automation and potentially remote delivery. U.K.-based companies that are not 
seeking a high degree of automation and are more traditional business-focused 
may find the offerings bewildering or overpowering. 

Data-driven decision-making: Wipro’s data analytics and AI (DAAI) concept involving HOLMES focuses on UX, 
service management, process automation and decision-making. Wipro leverages AI, ML, advanced analytics, big 
data and information management platforms into all its projects.

High-velocity consulting-to-solution deployment: Wipro's consulting and service model is based on the 
ability to release new features into the market with the highest velocity, throughput and quality. In specific 
outcome-based contracts, it invests in improving a client environment. Wipro is increasingly moving toward 
zero-latency engagements with its clients. It also offers a wide array of commercial terms in its projects.

Highly effective partner and Topcoder ecosystem: Wipro's partner ecosystem includes many leading 
technology, CX and consulting providers. Clients can also depend on open innovation ecosystems, accessing 
the power of startups, leading universities and more than 1.5 million individuals through its Topcoder 
crowdsourcing platform. Clients post ideas, challenges and projects for development, and the platform creates 
competition for faster responses from the community. 

Wipro EMEA has revenue of US$1.29 billion, with seven locations, including three studio/pods in the U.K. Wipro’s 
digital consulting ecosystem includes a set of interconnected Wipro capabilities such as Wipro ventures, Wipro 
ecosystem, Wipro digital with competencies in digital architecture, strategic design, digital engineering and 
digital experience. Wipro digital consulting delivers design-led transformation, asset-based transformation, 
business reimagination, talent and change, CIO advisory, and strategic technology consultancy. Its application 
services cover cloud applications, migrations to the cloud, mobility and analytics that empower digital solutions. 
It has more than 80 industry solutions and proprietary software and platforms, including its HOLMES™ AI and 
automation platform, to accelerate innovation. 

Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader
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Executive Summary

The following can use this report to identify and evaluate different service providers:

IT leaders should read this report to understand the relative positioning and capabilities 
of providers that can help them effectively plan and improve the reliability and availability 
of their business. 

Security and data management leaders should read this report to gain a competitive 
global overview of the data centers that are managed and hosted by providers. The report 
also gives an outline to operate with strengthened security in the shared infrastructure of 
public cloud.

Digital transformation professionals should read this report to understand a provider’s 
capability to deliver seamless omnichannel solutions, leveraging artificial intelligence (AI) 
and analytics for superior CX. The report would also give insights into how the providers 
can be compared with one another.

Business strategy leaders, through this report, will gain knowledge of providers’ product 
portfolio capabilities, which, in turn, will enable streamlined workflow for enterprises and 
enhanced functionality for agents.

ENTERPRISE CONTEXT
Digital Customer Experience Services 
In this quadrant report, ISG evaluates providers offering customer experience (CX) solutions 
and services with the ability to deliver business model innovation and enable enterprises to 
build competitive differentiation in today’s digital economy.

In this quadrant report, ISG lays out the current positioning of CX players in the U.K. with a 
comprehensive overview of the competitive landscape of the market. ISG observes a rising 
demand among enterprises for personalized products and services. As a result, providers 
increasingly focus on offering highly personalized CX.

Also, by adopting CX services, enterprises expect to increase productivity, innovation and 
change management capabilities to keep pace with competitors’ offerings, increase revenue 
and maintain margins, quality and level of operations. They are also focusing on providing 
convenience by adopting digital signs, advanced and smart speakers and other technologies 
to enhance customer satisfaction.

When companies respond to changing consumer behaviors due to COVID-19, building 
experiences that help them connect empathically with their customers can increase 
customer loyalty. In the U.K., digital-led experience adoption by enterprises continues to 
gain popularity, which ensures the continuity of enterprise services to their customers. 
The importance of multichannel servicing through website, live chat and social media is 
increasing. The enterprises are expecting to deliver a consistent experience across all 
channels, both online and offline. Adoption of AI chatbots is also increasing in the region.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
The DCX services quadrant assesses a service provider’s portfolio and 

capacity to deliver business model innovation, enabling enterprises to 

build competitive differentiation in today’s digital economy. CX design 

is transforming how companies organize marketing, sales, delivery and 

post-sales processes. It is a customer-centric approach and transforms 

all of an enterprise’s business processes around the customer. 

CX shows how digital companies design differentiation. This area 

involves capturing customer journeys to create new business models 

and demanding new technology and business ecosystems. Companies 

in this space design how an ideal customer (or persona) interacts with 

a product and a brand. The design process involves technology experts, 

sales, marketing, designers and clients in a collaborative process. Design 

thinking and Lean are common methodologies in use. Leading firms 

use analytics to extract insights from user data. Cognitive computing 

extracts data from conversations, texts and social media. The experience 

is measured with simple A/B tests and complex sentiment analysis 

DIGITAL CUSTOMER EXPERIENCE 
SERVICES

Managed Services for Large Accounts
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captured from customer interactions. Daily monitoring and measuring 

of the CX can drive changes to the journey, the supporting technology 

and business processes. The CX team produces a continuum of 

change in digital businesses, delivering business model innovation 

and enabling enterprises to build competitive differentiation in today’s 

digital economy. The providers in this quadrant should be able to 

provide consulting and implementation services to improve the CX for 

their clients.

 � Consulting firms, service providers and digital agencies should focus on UX to design apps, 

websites and product/services with an omnichannel approach.

 � The providers should employ design thinking or alternative methodologies to involve the 

customer in designing products and services.

 � The providers should offer consulting and integration services for the client’s end-to-end 

customer journey cycle.

 � The providers should provide services with local expertise in the assessed region or country.

Definition (cont.)

Digital Customer Experience Services

Eligibility Criteria

DIGITAL CUSTOMER EXPERIENCE 
SERVICES
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The year 2020 has seen an increase in digital adoption, with consumers 

increasingly moving toward digital transformation. With strict 

adherence to social distancing norms for personal safety during the 

pandemic, there has been an increase in the use of mobile-based or 

omnichannel services across industries. The use of technologies such as 

automation, analytics and AI has increased, and providers are delivering 

DCX services for their clients using these technologies. The providers 

are expected to develop and deploy CX services for their clients in 

shorter timeframes and at a higher quality, which would help clients 

capture the opportunities arising across various sectors. The providers 

have leveraged the digital platforms, tools and frameworks that have 

been developed in the last few years as part of their innovation strategy 

to deliver CX services to their clients with quicker turnaround times. 

Most services delivered by the providers included contactless shopping 

with mobile-based deliveries. 

Delivery of CX services has moved from the traditional approach, which 

involves a sequential approach of strategy by UX designers and later 

application-building by developers, to an Agile approach, wherein the 

UX designers and technology experts work together to build the application for the client. The Agile 

approach also facilitates the use of AI to deliver data-driven outcomes, for a seamless path from 

conception through delivery to managing the CX services for the clients. 

With the rapid digital adoption in the last six months and consumers continuing to embrace digital 

transformation across customer segments, DCX services are expected to grow at a fast pace in 

the next one year. Innovations across industries, specifically in banking and retail, are expected to 

increase with the use of advanced technologies such as sensors, analytics and AI. The use of AR/

VR has not seen much traction for DCX, while the use of drones and robotics for delivering goods 

ordered online is expected to increase in the next two years.

Some observations on the leaders for this quadrant are as follows:

 � Accenture Interactive studio in London acts as a key center for Accenture Interactive’s business. 

Accenture, since its recent acquisition of CreativeDrive and Fjord, has more than 180 design 

studios, competence centers, innovation centers and labs worldwide. It has also taken up 

venture capital initiatives to evaluate digital technologies and collaborate with customers on 

relevant application scenarios. 

Observations

DIGITAL CUSTOMER EXPERIENCE 
SERVICES
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 � Atos has significant internal CX expertise as well as a broad spectrum 

and ecosystem of partner companies assisting in this focus area. Atos’ 

CX solution is a holistic approach that focuses the people, operations, 

processes, technologies and cultures around the needs of the clients 

and their customers. 

 � Cognizant focused on understanding customer needs through 

human-centric design thinking and knowledge of core processes by 

industry and leverages Customer Intelligence enablement approach 

to start envisioning or re-imagining the customer experience across 

the value chain.

 � HCL’s 360° digital service catalog is fully aligned with digital business 

and is driven by the overriding “consulting first” principle to deliver the 

three key grouped service areas: digital consulting, digital applications 

and platforms, and data and analytics. This framework provides a 

single customer perspective by using predictive analytics to deliver CX 

through data analysis and customer intelligence.

 � Hexaware offers a design-thinking framework/archetype based on digital capabilities bench-

marking, digital products and services design, buying experience, personalization, digital ergo-

nomics (accessibility, voice enablement, visual cues, etc.), digital banking and financial services, 

Web or mobile experience design and front-end development, IT strategy and consulting and 

enterprise data strategy/governance/consulting.

 � IBM has multiple tools for CX analytics. One of the most powerful among them is IBM Watson 

CX, which offers analytics solutions such as client journey analytics and customer data analytics 

powered by AI. Watson links data from Google, Adobe and other sources. It also offers the 

ability to visualize the actual CX on digital channels.

 � Infosys uses design mindset, creative confidence, design thinking and rapid prototyping 

methods to understand and develop customer change cases within its CX/UX engagements. 

Customers can rapidly see and trial proposed solutions or business changes before deployment 

commitments.

 � Mindtree offers enhanced CX deliverables in its portfolio to achieve engagement and trust and 

stickiness through innovative products and services and ecosystem relevance; capture mone-

tization opportunities to gain ecosystem relevance in a digitally connected world; simplify core 

platforms to achieve operational agility and reduce cost structure; and deploy newer models 

Observations (cont.)
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and emerging revenue pools for market expansion and relevancy 

across all channels, including traditional and new.

 � TCS Interactive’s services portfolio includes design, content, digital 

marketing, digital commerce and digital channels. Its CX offering 

covers CX management, customer insights, channel reimagination 

and management, customer data aggregation, analysis, and segmen-

tation. These offerings leverage automation tools, mobility, social 

media, gamification, big data, analytics, ML and cloud computing.

 � Tech Mahindra’s acquisition of U.K.-based BIO Agency focuses on CX 

transformation as well as cross-selling and delivering CX services in 

the U.K. Tech Mahindra offers a plethora of consulting services, CX/UX 

transformation services, and a wide range of platforms and enabled 

services and solutions in many industry verticals, together with 

cross-industry solutions, for larger medium and large enterprises.

 � Wipro has more than 80 industry solutions and proprietary software and platforms, including 

its AI and automation engine HOLMES™, to accelerate innovation. Recently, Wipro has acquired/

partnered with DesignIT, Rational, 4C and Appirio, which focuses on CX, CRM, HCM, SaaS, 

Salesforce, Workday and Google Cloud. Wipro’s digital consulting ecosystem includes a set 

of interconnected Wipro capabilities, including Wipro ventures, Wipro ecosystem and Wipro 

digital with competencies in digital architecture, strategic design, digital engineering and digital 

experience.

 � Zensar’s 5X5X5 methodology works on the principle of design thinking to bring business value 

to its clients. Zensar offers solutions such as Ruptive, a human experience innovation platform 

that drives innovation from the outside in; experience design (XD) frameworks using re-

search-driven UX design to  help clients manifest new ways of working; and tools such as PaXT.

 � Capgemini’s (Rising Star) DCX helps organizations understand and implement the right mix of 

business-focused digital capabilities, deployed within the right framework for transformation. 

Capgemini Invent, the business unit of Capgemini responsible for digital consulting, with 6,000 

employees, brings together strategy, technology, data science and creative design and supports 

these consultants in delivery.

Observations (cont.)
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 WIPRO

Wipro’s CX offerings in the U.K. are excellent and are 
supported by automation, analytics, innovation and 

an outstanding partner portfolio.

Integrating UX and the developers for CX into single delivery teams sometimes may 
not be frictionless and could hinder the smooth functioning of the teams, unless the 
teams are trained well to align with one another.

Highly effective CX partner and Topcoder ecosystem: Wipro's partner ecosystem includes many leading CX 
providers and own IP frameworks and toolsets. Clients can also depend on more than 1.5 million individuals 
through its Topcoder crowdsourcing platform if custom developments are required. Clients post ideas, 
challenges and projects for development, and the platform creates competition for faster responses from the 
community. 

CX linked to AI and analytics: Wipro’s DAAI concept involving HOLMES focuses on UX, service management, 
process automation and decision-making in CX. Wipro leverages AI, ML, advanced analytics, big data and 
information management platforms into all its CX projects.

Rapidity of deployment with innovative terms: Wipro's service model is based on the ability to release new 
features into the market with the highest velocity, throughput and quality. Wipro is increasingly moving toward 
zero-latency client engagements. It also offers a wide array of commercial terms in its projects.

Wipro EMEA has generated revenue worth US$1.29 billion. It has offices in seven locations in the U.K., including 
three studio/pods. Wipro has more than 80 industry solutions and proprietary software and platforms, including 
its AI and automation engine HOLMES™, to accelerate innovation. Recently, Wipro has acquired/partnered with 
DesignIT, Rational, 4C and Appirio, which focuses on CX, CRM, HCM, SaaS, Salesforce, Workday and Google Cloud. 
Wipro’s digital consulting ecosystem encompasses a set of interconnected Wipro capabilities, including Wipro 
ventures, Wipro ecosystem and Wipro digital with competencies in digital architecture, strategic design, digital 
engineering and digital experience.

Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader
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Executive Summary

The following can use this report to identify and evaluate different service providers:

Chief Information Officers (CIOs) should read this report to understand the relative 
positioning and capabilities of providers that can help them effectively plan and improve 
the reliability and availability of their digital transformation initiatives. The report also 
evaluates the technical and integration capabilities of the service providers as well as their 
strategic partnerships.

Chief Strategy Officers (CSOs), through this report, will gain knowledge of providers’ 
product portfolio capabilities, which, in turn, will enable streamlined workflow for 
enterprises and enhanced functionality for agents.

Chief Technology Officer (CTO) professionals should read this report to understand 
how digital services providers provide the transformation initiatives and perform when 
compared to one another.

Chief Information Security Officers (CISOs) should read this report to understand how 
service providers address the significant challenges associated with the security of digital 
transformation, including remote access, over-the-air(OTA) updates and data collection, 
transfer and storage.

ENTERPRISE CONTEXT
Digital Product Lifecycle Services
In this quadrant report, ISG evaluates providers offering digital product lifecycle services 
(PLS) with the ability to conceptualize, design, prototype, develop, deploy and manage the 
digital experience for clients.

ISG lays out the current positioning of digital PLS players in the U.K. with a comprehensive 
overview of the competitive landscape of the market. According to ISG, digital development 
initiatives are stalling in the U.K. due to challenges in addressing barriers to implementation.

ISG observes that enterprises have been adopting digital transformation projects, along 
with machine learning (ML), artificial intelligence (AI), Internet of Things (IoT) and advanced 
analytics capabilities, in recent years. The financial industry is the major adopter of digital 
transformation, followed by the public sector and manufacturing and retail industries.

Due to the COVID-19 pandemic, enterprises are increasingly adopting digital technologies. 
According to Forbes, almost 90% of companies include digital as part of their strategy. 
Return-to-work solutions, online collaboration tools and information security are the 
important use cases. On the other hand, due to the ongoing pandemic, enterprises are 
keeping large transformation projects on hold. In addition, the pandemic has led to 
increased adoption of digital technologies by the healthcare industry. For example, more 
than one million people started using NHS 111 online support for assessing COVID-19 
symptoms within the first week of the site launching.

© 2020 Information Services Group, Inc. All Rights Reserved.
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WORKING SUITES

Definition
The digital product lifecycle services quadrant assesses the service 

provider’s capability to conceptualize, design, prototype, develop, deploy 

and manage the digital experience for clients. Digital product lifecycle 

services include developing digital products or platforms that are 

typically tailored to the organization’s requirements and are designed to 

align with business priorities. The provider designs the product to realize 

the benefits of digital transformation, and the product complements the 

organization’s processes and digital roadmap. Providers in this segment 

have the capacity to adapt its delivery model to each digital product with 

required speed, enabling a client enterprise to adopt agile and adaptive 

operating models. The portfolio includes Agile, testing and DevSecOps to 

rapidly deploy or transform products and services according to market 

changes.

Service providers are organized in squads with multifunctional teams 

that use design thinking, real-time analytics, product and service 

performance data, benchmarking, social network feedback, agile 

development and many specialized tools to change products and 

DIGITAL PRODUCT LIFECYCLE 
SERVICES
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offerings quickly for nearly immediate deployment. Two to four 

weeks of release cycles are common goals, which require continuous 

integration, continuous testing and DevSecOps for continuous delivery. 

All these processes need discipline, governance and automation; 

otherwise, the delivery process becomes costly, ineffective and slow. 

Providers in this quadrant have the experience and expertise in 

implementing emerging technologies such as AI, augmented reality 

(AR), virtual reality (VR) and digital twins to improve the product 

lifecycle. The participating companies may be using development 

platforms that allow applications to be seamlessly deployed in multiple 

clouds. The consistency of one application running in multiple clouds 

elevates the availability, security and business continuity at lower 

costs when compared to deprecated clustering and disaster recovery 

methods.

 � The providers should offer development and deployment services across one or more aspects 

of client’s digital journey.

 � The providers must offer delivery models that include Agile and DevOps in organizations where 

many developers and clients’ product owners are in product squads.

 � The providers should be able to provide an organizational change program to transform a 

client’s product and service development process.

 � The providers must employ technology that includes automation and continuous development 

platforms, including trunks synchronization, code repository, version control, release 

management, automated testing and automated build and deploy tools.

 � The provider should offer support from Cloud Foundry or OpenShift-qualified professionals.

 � The providers should be able to provide quality assurance methodologies for clients.

Definition (cont.)

Digital Product Lifecycle Services

Eligibility Criteria

DIGITAL PRODUCT LIFECYCLE 
SERVICES
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With most of the deals including a digital component in them, service 

providers are taking platform-based approaches for faster delivery as well 

as using low-code/no-code, microservices-based application development 

for digital services. Service providers have developed microservices 

and API strategies to deliver digital applications to their clients. Most 

clients are implementing microservices-based architectures for new 

implementations and are moving their existing monolith applications to 

microservices to enable flexibility in using multiple applications that could 

change based on business demand. The decentralized approach that 

microservices offer enables the client to rewire the applications as needed 

based on the business necessities.

In addition to delivering microservices-based digital applications, 

the service providers are leveraging AI and analytics-based tools and 

accelerators and ensuring security throughout the product development 

lifecycle. Most service providers leverage human-centric digital 

frameworks for digital application development and implementation. A 

platform-based approach helps providers achieve a quick turnaround of 

digital product lifecycle management (PLM) and product lifecycle services 

(PLS). Service providers are also leveraging BizDevSecOps methodologies for digital projects, wherein the 

application development teams need to understand the business perspective of the client, in addition 

to including security aspects and following DevOps methodologies. In this approach, business teams 

work with developers to set priorities for Agile software development sprints. The analytics tools that are 

used for application monitoring help in mapping the project deliverables to the business KPIs. Providers 

believe that these methodologies are necessary for the development and operations teams to understand 

the business impact on digital projects and realize business priorities. Most providers are also offering 

managed services for the digital applications deployed. There has been an increase in the adoption of 

outcome-based pricing, with providers managing the digital applications as well as progressing toward a 

gain-share model. ISG observes that the percentage of outcome-based projects ranges from 5 percent to 

15 percent among the providers.

Some observations on the leaders for this quadrant are as follows:

 � Accenture proposes a solution that integrates application lifecycle management (ALM) with PLM, 

namely EPIC, which is a proprietary PLM digital portal. ALM tools handle requirements, features, test 

cases, test results, defects and code. PLM tools manage the bill of materials and product changes, 

configurations, and compliance. Accenture is one of the few firms that envisions and incorporate this 

integration to manage the digital product lifecycle. 

Observations
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 � Atos’s next-generation integrated digital product engineering and 

lifecycle management has a holistic approach to the end-to-end 

product lifecycle. The six-step product lifecycle methodology centers 

on the concepts of explore, shape, define, prototype, build and roll 

out. Atos believes that the digital age solution delivery requires 

implementing a radical approach to software engineering. Inspired 

by the “Lean Startup” principle, Atos enables a lean, iterative and 

structured approach to explore, experiment and execute ideas into 

viable product solutions at digital speed. Its integrated digital product 

engineering platform, along with its service portfolio, provides end-to-

end lifecycle management of digital products.

 � Capgemini Invent, the business unit of Capgemini responsible 

for digital consulting with 6,000 employees, combines strategy, 

technology, data science and creative design to help the business 

build the right path for the future. It also combines the expertise 

in technology and data science from Liquid Hub and ADMnext — a 

business-centric services portfolio that is built with robust and 

mature service management tools. For PLM services, Capgemini 

offers digital engineering excellence, consulting for PLM strategy and transformation, PLM application 

implementation, PLM enterprise integration, PLM on cloud, PLM process solutions and PLM application 

management services. These are assisted by the Capgemini migration accelerators.

 � HCL has deep in-house knowledge and capabilities in all areas of digital transformation, including 

specific competencies in operational improvement and scaling pilots into production (U.K. or global) 

by leveraging a wide range of technologies, cloud platforms and partners. The firm also has a strong 

resource base in the U.K. with digital skills such as RPA, analytics, AI/ML, IoT, blockchain, mobile apps 

and cloud technologies. HCL provides outcome-based pricing to its clients, and the revenue is directly 

linked to the business impact that the client can create and sustain via PLS programs.

 � IBM leverages its experience in product development to enrich its digital product lifecycle services. 

It has a comprehensive set of tools and automation solutions to manage Agile, DevOps, testing and 

continuous delivery.

 � Infosys leverages technology through partnerships with leading industry product vendors such as 

Adobe, Sitecore, Drupal, OpenText, IBM and Oracle. It also offers proprietary tools, accelerators 

and frameworks such as digital factory, campaign automation, connected customer framework and 

migration builder. Infosys is currently increasingly involved in moving from the linear PLM model to 

predictive PLM and a circular or closed-loop model for its next-gen PLM initiatives.

Observations (cont.)
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 � LTI’s current go-to-market strategy is based on three levers: operate to 

transform by leveraging automation in everyday operations and needs; 

be a data-driven organization by harnessing the power of analytics 

and offer transformation services to customers and employees; and 

digitalize the core by leveraging its experience of the client’s industry 

domain. LTI continues to invest and build sophisticated capabilities 

across exponential technologies like AI/ML, intelligent automation, IoT 

and advanced analytics.

 � TCS’ digital PLS strategy is based on its Business 4.0™ transformation 

principles, which include driving mass personalization, creating 

exponential value, leveraging ecosystems and embracing risk. The 

company has structured focused delivery around Machine-First™, 

bringing together the best of technology and human ingenuity to 

create exponential value. TCS DevOps services deliver design thinking-

led rapid business value in engagements. TCS works on a wide range 

of PLM solutions to digitalize and manage the entire product lifecycle, 

from product conceptualization through design, manufacturing, 

installation and maintenance to retirement.

 � Tech Mahindra’s digital PLM practice provides comprehensive end-to-end service offerings, which 

include building innovative solutions for the most pressing PLM challenges. Its global PLM center of 

excellence (CoE) based in India is implementing end-to-end services in many industry sectors. The CoE 

is supported globally and locally in the U.K. by its skills, resources, technologies and methodologies to 

ensure customized solutions are developed for clients to manage the entire product lifecycle effectively. 

Tech Mahindra’s deep knowledge in PLM and experience in various industry domains has helped the 

company build a strong practice and teams to partner with their clients.

 � Wipro’s business unit provides PLS via Wipro Digital with competencies in digital architecture, 

strategic design, digital engineering and digital experience. Wipro digital consulting delivers design-led 

transformation, asset-based transformation, business reimagination, talent and change, CIO advisory, 

and strategic technology consultancy. Recently, Wipro has acquired/partnered with DesignIT, Rational, 

4C and Appirio, which focuses on CX, CRM, HCM, SaaS, Salesforce, Workday and Google cloud, giving it 

true end-to-end PLS portfolio capabilities.

 � Zensar’s (Rising Star) AIR labs is the state-of-the-art AI innovation hub created to apply AI use cases to 

its digital offerings. In the U.K., it particularly targets the BFSI, retail and hi-tech manufacturing industry 

segments with CX, human experiences, marketing enhancement and lifecycle offerings. It also applies 

its cloud and infrastructure offerings, which, together with its multitude of other frameworks, toolsets 

and products, helps achieve its true A-Z PLS capabilities.

Observations (cont.)

DIGITAL PRODUCT LIFECYCLE 
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Wipro’s automation, analytics, innovation and PLS 
solutions enable rapid and agile top-quality client-

customized deliveries of PLS/PLM in the U.K.

Wipro’s solutions and services are well suited for PLS but are not well marketed as 
a discrete service set within the Wipro online marketing media. In particular, the 
company does not show local use cases or reference cases in the U.K. This should 
be improved, particularly in a time when local resource usage is vital due to travel 
restrictions caused by the global pandemic.

HOLMES and AI-based decision-making: Wipro’s DAAI concept involving HOLMES is focused on UX, service 
management, process automation and decision-making. Wipro leverages AI, ML, advanced analytics and 
information management platforms into all its PLS projects, making them highly effective.

Service model with built-in success motivation: Wipro's service model is based on the ability to release new 
features into the market with the highest velocity, throughput and quality. In specific outcome-based contracts, 
it invests in improving a client environment in the areas of automated pipelines, container technologies, 
microservices and quality engineering. Wipro is increasingly moving toward zero-latency engagements based on 
outcome pricing, which enhances the success potential of PLS/PLM projects.

Innovative and agile frameworks and ecosystem: Wipro extensively uses open innovation ecosystems. 
Its design-led agile framework is significantly differentiated from other providers. The use of its Topcoder 
crowdsourcing platform is both innovative and powerful for specific client projects.

Wipro EMEA generated revenue of US$1.29 billion and is spread across seven locations in the U.K. Wipro has 
more than 80 industry solutions and proprietary software and platforms, including its AI and automation 
engine HOLMES™, to accelerate innovation. The Wipro digital consulting ecosystem encompasses a set 
of interconnected Wipro capabilities, including Wipro ventures, Wipro ecosystem and Wipro digital with 
competencies in digital architecture, strategic design, digital engineering and digital experience. Wipro digital 
consulting delivers design-led transformation, asset-based transformation, business reimagination, talent 
and change, CIO advisory and strategic technology consultancy. Recently, Wipro has acquired/partnered with 
DesignIT, Rational, 4C and Appirio, which mainly focuses on CX, CRM, HCM, SaaS, Salesforce, Workday and 
Google Cloud, giving it true end-to-end PLS portfolio capabilities. 

 WIPRO
Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader
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Executive Summary

The following can use this report to identify and evaluate different service providers:

IT leaders should read this report to understand the relative positioning and capabilities 
of providers that can help them effectively plan and improve the reliability and availability 
of their businesses. 

Security and data management leaders should read this report to gain a competitive 
global overview of the data centers that are managed and hosted by providers. The report 
also gives an outline for operating with strengthened security in the shared infrastructure 
of public cloud.

Digital transformation professionals should read this report to understand a provider’s 
capability to deliver seamless omnichannel solutions, leveraging artificial intelligence (AI) 
and analytics for supply chain. The report would also give insights into how the providers 
can be compared with one another.

Supply chain strategy leaders, through this report, will gain knowledge of providers’ 
product portfolio capabilities, which, in turn, will enable streamlined workflow for 
enterprises and enhanced functionality for agents.

ENTERPRISE CONTEXT
Digital Supply Chain Transformation Services
In this quadrant report, ISG evaluates providers offering digital supply chain management 
(SCM) services with the ability to deliver business model innovation and enable enterprises 
to build competitive differentiation in today’s digital economy.

ISG lays out the current positioning of digital SCM players in the U.K. with a comprehensive 
overview of the competitive landscape of the market. ISG observes that the U.K. has started 
to realize the impact of engaging in digital supply chains due to the rising demand among 
enterprises to harness the advantages of automated digital supply chains to improve 
productivity, efficiency and visibility with accurate demand planning, real-time inventory 
management and reliable fulfillment.

In addition, with the adoption of the Internet of Things (IoT), the use of advanced robotics 
and the application of advanced analytics of big data to SCM services, enterprises are 
expecting to increase productivity, innovation and change management capabilities to keep 
pace with competitors’ offerings, increase revenue, and maintain margins, quality and level 
of operations.

As companies are responding to changing consumer behaviors due to COVID-19, 
enterprises are focusing on improving visibility, collaboration, agility and optimization 
across the end-to-end supply chain. The traditional linear supply chain model is 
transforming into digital supply networks (DSNs).

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
The digital supply chain transformation services quadrant assesses 

service providers across consulting, integration, support and managed 

services for the supply chain across planning, execution and insights. The 

provider would leverage a comprehensive framework or methodology to 

use digital technologies such as IoT, ML, AI and predictive analytics across 

the supply chain to enable the client to optimize its entire ecosystem of 

suppliers, customers, employees and third-party partners to balance 

each client’s business risk profile.

The digital supply chain transforms a company’s ability to anticipate and 

serve customer needs by managing the supply chain efficiently using 

digital technologies. It enables a company to move from cost savings 

to monitoring inventory based on customer needs, optimize the supply 

chain network and create a predictive, self-adapting supply chain. To 

DIGITAL SUPPLY CHAIN 
TRANSFORMATION SERVICES

Managed Hosting for Large Accounts
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deliver these advanced features, the company uses sensors, predictive 

analytics, digital twins, blockchain, ML and AI solutions, giving an end-to-

end real-time visibility across its integrated and networked supply chain. 

Due to the pandemic, many organizations are moving toward the digital 

supply chain, and providers are helping clients to plan, transform and 

execute the digitalization of supply chains.

Service providers in this quadrant typically provide supply chain analytics, 

data management, demand planning and order management to deliver 

substantial benefits to their clients. They conceptualize the digital supply 

chain, leverage digital technologies to deliver the digitalized version and 

manage the digital supply chain for their clients in an outcome-based 

model.

 � The provider should be able to plan and design digital supply chain strategies and architect a 

blueprint closely tied with the company’s supply chain vision and strategy.

 � The provider should offer consulting, managed and integration services for digitalized supply 

chains.

 � The provider should be able to provide a delivery model that includes Agile and DevOps.

 � The provider should focus on more than one specific industry across regions.

 � The provider should focus on end-to-end delivery of services across the supply chain by 

leveraging digital technologies.

 � The provider should be able to provide clients with supply chain operation capabilities such 

as demand planning and forecasting, order management, network management, inventory, 

logistics and warehouse optimization services, and data management.

 � The provider must offer technology capabilities such as supply chain analytics, IoT and location 

analytics, intelligent automation and cloud, and model a digital supply chain control tower 

(creating a holistic view).

 � The provider should be able to provide services with local expertise in the assessed region or 

country.

Definition (cont.)

Digital Supply Chain Transformation Services

Eligibility Criteria

DIGITAL SUPPLY CHAIN 
TRANSFORMATION SERVICES
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Both Brexit and COVID have had a profound impact on the U.K. 

economy. The supply chain disruptions have been maximum due to 

these impacts. Supply and demand shocks have been frequent in the 

last few months. The service providers have helped clients move from 

legacy supply chains to digitalize the end-to-end supply chain. The 

providers used analytics and AI-based technologies to manage the 

demand-supply scenario efficiently. Some of the providers have helped 

their pharmaceutical clients in managing pharmacovigilance for COVID-

specific drugs and vaccines. The use of automation has also increased 

across the supply chain. The service providers are also helping their 

clients navigate the changes that would be required in their enterprise 

by implementing digital supply chains.

The providers are creating MVP to help their clients realize the potential 

of cloud native, automation, analytics and AI-based microservices 

architectures for a digital supply chain. Using these technologies 

helps clients have real-time visibility to demand and supply. In the 

U.K., providers have helped the clients in supplier consolidation to 

enable supply availability and manage non-availability from any of the 

suppliers due to COVID. Predictive analytics is being used to assess the supply chain risks as well as 

manage suppliers. The use of automation, sensors and robotics has increased in warehouse and 

logistics management. Supply chain visibility has enabled the clients to provide a near-accurate 

estimated time of delivery of goods for end consumers. Interconnected supply chains, high visibility 

of demand-supply and real-time tracking of goods enable the providers to deliver connected 

operations to their clients’ supply chains as well as optimize costs. The pandemic has accelerated 

supply chains’ connected operations; however, the adoption of digital technologies across the 

supply chain is expected to continue to be business-ready after the pandemic and capture the 

opportunities that might arise with fully functioning markets and changing consumer behavior.

Some observations on the leaders for this quadrant are as follows:

 � Accenture provides platform-agnostic consulting and managed services for any infrastructure 

or platform landscape with a high degree of automation and intensive use of AIOps to accel-

erate standard processes within its digital supply chain area, and securely integrate diverse or 

hybrid cloud systems to other public clouds or its own Accenture Cloud Platform (ACP).

Observations

DIGITAL SUPPLY CHAIN 
TRANSFORMATION SERVICES

Digital Supply Chain Transformation Services
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 � Birlasoft focuses on the five key dimensions of digital transforma-

tion, which include digital foundation excellence, digital engineering, 

digital operations, digital workforce and digital experience (custom-

ers/employees/partners). In Europe, the U.K. is the second-largest 

geography for Birlasoft. In the U.K., Birlasoft serves some of the large 

clients that are primarily in the manufacturing, BFSI, and energy and 

utilities industries.

 � HCL’s digital supply chain propositions are based on supply chain 

planning (providing integrated business planning solutions), supply 

chain simulation (enabling efficiencies using simulation models such 

as CTS), digital supply chain enablement (digital intervention-based 

improvements and digital transformation), supply chain optimization 

(optimization-focused solutions for inventory, lead time, cost, etc.), 

omnichannel integration and order orchestration (seamless integra-

tion of systems and processes across channels), and supply chain 

visibility (visibility across the ecosystem/control tower solutions). It 

supplies solutions to many industry sectors and verticals and has a 

huge partner ecosystem.

 � IBM’s Sterling Supply Chain Business Network, coupled with Watson for increased AI and predictive 

analytics, offers a host of different business solutions for most enterprise scales, with specific industry 

focuses. In addition, the company leverages its massive partner ecosystem in digital supply chain 

services and management.

 � Infosys’ digital supply chain offering is called Live Supply Chain. Live Supply Chain is a transformation 

framework for digital supply chain operating with in-depth execution capabilities, extensive partner 

ecosystem and continuous innovation. It has created 30+ flavors and sub-flavors, with solution themes 

across clients’ digital and cloud journey stages, product options and business capability objectives.

 � TCS offers its supply chain as a service practice, leading with its strategic supply chain consulting capa-

bility. TCS’ Cognitive Business Operations unit takes responsibility for the entire enterprise operations 

stack, including process delivery, applications and the underlying IT infrastructure, driving holistic 

Machine First™ transformation.

 � Wipro’s digital supply chain (DSC) practice drives top-down business strategy and operations strategy 

with various prebuilt frameworks across these SCM dimensions such as product/offer management, 

sourcing and procurement, working capital optimization, manufacturing and distribution, service opera-

tions and reverse logistics, sales and operations planning (S&OP), and revenue optimization. A five-step 

Observations (cont.)
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methodology is used, which includes disruptive insights (digital value 

mining), looking at transactional data behaviors, business agility for 

rapid value realization, digital technology and AI overlay, talent and 

culture alignment and strategic sustainable change.

 � Zensar’s (Rising Star) Digital Supply Chain unit involves in-house 

innovation engineers for custom developments and offers services 

such as process consulting; configuration; functional, volume, 

performance and regression testing; platform certification; custom 

development; performance engineering; custom algorithm slotting; 

and rollout. Its partner companies include IBM Sterling, Commerce, 

Aptos and Oracle. Zensar also provides Sierra, its own supply chain 

platform and solution.

Observations (cont.)
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 WIPRO

SCM toolsets with AI drivers: Wipro has an extensive set of SCM-focused tools and 
solutions sets, which include Wipro HOLMES for business, data discovery platform, 
Wipro Capit-X, blockchain SCM, Incorta SCM and Altizon. Wipro leverages AI, ML, 
advanced analytics, big data and information management platforms in all SCM 
projects.

Packaged SCM solutions available: Wipro has two packaged SCM solutions., 
Cognitive SCM Brain is a data-driven SCM transformation platform with a unified 
supply chain view including journey mapping of goods and services, assistance 
in supply chain planning and advanced machine intelligence and automation. 
Connected SCM leverages AR, Optima (remote device monitoring), digital twin 
(Technomatix), autonomous vehicles (AGVs), and IoT gateways to enable virtual 
validation of real-life scenarios, simulation and verification that help predict and 
prevent SCM failures using AI.

Highly effective SCM partners and Topcoder ecosystem: Wipro's partner 
ecosystem includes many leading SCM providers and its own IP frameworks and 
toolsets. Clients can also depend on more than 1.5 million individuals through its 
Topcoder crowdsourcing platform if custom developments are required. Clients 
post ideas, challenges and projects for development, and the platform creates 
competition for faster responses from the community. 

Wipro EMEA has generated revenue of US$1.29 billion, with seven locations in the U.K. Wipro has more than 80 
industry solutions and proprietary software and platforms, including its AI and automation engine HOLMES™, 
to accelerate innovation. The DSC practice drives top-down business strategy and operations strategy with 
various prebuilt frameworks across the SCM dimensions, such as product/offer management, sourcing and 
procurement, working capital optimization, manufacturing and distribution, service operations and reverse 
logistics, and S&OP and revenue optimization. A five-step methodology is used, which includes disruptive 
insights (digital value mining) looking at transactional data behaviors; business agility for rapid value realization; 
digital technology and AI overlay; talent and culture alignment; and strategic sustainable change. Wipro’s digital 
consulting ecosystem encompasses a set of interconnected Wipro capabilities, including Wipro ventures, Wipro 
ecosystem and an experienced digital supply chain ecosystem across technology, consulting, transformation, 
support and operations. This ecosystem is aligned by industry vertical-specific SCM needs (i.e., oil and gas, 
utilities, manufacturing, retail/CPG, pharma, medical devices, technology, service industries, or transportation 
and logistics).

StrengthsOverview 
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 WIPRO

Wipro’s digital supply chain offerings are comprehensive 
and superlative. Wipro AI focuses increasingly on an 

advanced portfolio of industry solutions.

Wipro’s marketing messages in the U.K. are highly industry-specific or engineering-driven, rather than practice-
driven, with few local use cases given, in comparison to many leaders in this quadrant. Further clarity of the 
overall theme/practice message would be valued.

Wipro’s differentiation in its go-to-market messaging is sometimes contradictory, often highlighting its 
consulting expertise in comparison to others, and in other areas highlighting its engineering and industry 
expertise above consulting. A rethink of how to consolidate its vast array of offerings by practice area would 
reduce conflicting messages to clients.

Caution

2020 ISG Provider Lens™ Leader
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Executive Summary

The following can use this report to identify and evaluate different service providers:

IT leaders should read this report to understand the relative positioning and capabilities 
of providers, which can help them effectively plan and improve the reliability and 
availability of their businesses.

Innovation leaders should read this report to understand a provider’s capability to 
deliver seamless solutions with blockchain, AI and analytics. The report would also give 
insights into how the providers can be compared with one another.

Business strategy leaders, through this report, will gain knowledge of providers’ product 
portfolio capabilities, which, in turn, will enable streamlined workflow for enterprises and 
enhanced functionality for agents.

ENTERPRISE CONTEXT
Blockchain Services 
In this quadrant report, ISG evaluates the changing dynamics of the blockchain services 
landscape and assesses service providers across several key dimensions with competencies 
in consulting, designing, deploying and operating blockchain solutions and managed 
services. ISG lays out the current positioning of blockchain services players in the U.K. with 
relative strengths and gaps. 

Blockchain has witnessed widespread industry adoption, with projects moving from proof-
of-concept (PoC) to deployment phases. Ethereum and Hyperledger Fabric are emerging as 
blockchain frameworks of choice for enterprise blockchain initiatives.  Blockchain initiatives 
are beginning to get intertwined with other emerging technologies, especially the Internet 
of Things (IoT) and artificial intelligence (AI). Blockchain adoption is led by financial services; 
however, credible use cases are emerging across almost all industries. In the U.K., the 
government initiatives for blockchain are predominant.

During the ongoing COVID-19 pandemic, enterprises are actively adopting blockchain 
for supply chain operations. There was a significant increase in both interest in and 
implementation of blockchain across businesses in the U.K.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
The blockchain services quadrant assesses a service provider’s 

competencies in consulting, designing, deploying and operating 

blockchain solutions and managed services. Blockchain’s decentralized, 

open and cryptographic nature allows enterprises to transact on a 

peer-to-peer basis, reducing the need for intermediaries. The technology 

is open source, providing full transparency and long-term continuity 

irrespective of the corporation behind the platform. Every transaction 

is registered in multiple databases and is encrypted by a common hash 

code that changes every few minutes, forming a data blockchain in 

multiple databases. Rather than having one database as the sole source 

of truth, blockchain provides multiple sources for validating a single 

transaction.

Blockchain has proven viability with numerous use cases from service 

providers. The BFSI sector uses the technology to share information, 

improve security and reduce transaction costs, such as in money 

transfers. Viable use cases are also found in supply chain, tracking, 

payment services, and document and contract processing.

BLOCKCHAIN SERVICES

Managed Hosting for Midmarket
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 � The provider should be a member of at least one blockchain 

consortium.

 � The provider should offer consulting expertise to design viable 

solutions.

 � The provider should be able to demonstrate several blockchain use 

cases and provide a library that accelerates new deployments.

 � The provider should be backed by qualified and trained practitioners 

to deploy and operate the platform for customers.

 � The provider should invest in R&D to execute complex blockchain 

applications.

 � The provider should be able to bring together partners in the 

ecosystem to enable successful use of blockchain applications.

The adoption of blockchain has increased this year as compared to last year. Most cyclic value chains, 

such as in the energy sector, have implemented blockchain to enable easier functioning and trace the 

transactions, thereby helping them build new revenue channels. The service providers are not only 

designing and developing blockchain applications for their clients, but also managing the applications 

post-deployment. The providers have added numerous decentralized applications (DApps) to their 

portfolio and have hosted them on their marketplaces so that they can be demonstrated to the clients. 

The service providers either take a use-case approach to the market (based on industry-specific use 

cases) or build accelerator platforms specifically for blockchain, which reduces the cost and improves 

efficiencies in implementation. Most providers have established a blockchain CoE where innovations 

around blockchain applications are undertaken.

Leading blockchain service providers help clients establish the network that is required for blockchain 

to work seamlessly. These providers are members of multiple consortia and have established presence 

across industries, which help clients participate in the network where DApps are deployed. As the 

adoption of blockchain increases, it is expected that more companies would like to convene with 

industry partners to establish blockchain networks. While the number of use cases for blockchain has 

been increasing and there are more partnerships among the industry players, blockchain providers and 

consortia, the availability of blockchain skillset and the infrastructure required to host the blockchain 

Eligibility Criteria Observations

BLOCKCHAIN SERVICES
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have still been a challenge. Most providers are sharing their skillsets with 

their clients; however, these providers are training their employees to 

upskill on blockchain technology. In addition, there are many niche services 

providers that specifically provide blockchain services and deliver DApps for 

many of their clients in and around the U.K. These providers have a strong 

skillset in one use case (such as track and trace) or a few use cases, which is 

a differentiating factor as compared to the traditional IT services providers.

Some observations on the leaders for this quadrant are as follows:

 � Accenture’s blockchain services include strategy assessment, hands-on 

training and rapid prototyping, solution design, building and implemen-

tation, assets and solutions, and ecosystem management. The company 

has been advising on blockchain since its inception and has accumu-

lated deep and relevant industry-specific experience and references. 

Accenture has strong experience in working across multiple blockchain 

platforms with a wide variety of leading blockchain and solution delivery 

partners.

 � Atos’s blockchain offerings consist of four phases. These include value discovery that delivers aware-

ness workshops and identifies priority use cases; PoC that identifies critical features and develops an 

application roadmap to an MVP; production pilot, which encompasses application development and 

implementation into production; and production system, which integrates enterprise systems. Atos 

provides services related to distributed ledger technology (DLT), such as data anchoring, digital assets 

and digital contracts.

 � Birlasoft, with the recent acquisition of KPIT Technologies’ IT business, has added the strength of 

enterprise services to its digital portfolio. Its blockchain service offerings help its clients with value 

identification, advisory to implementation, end-to-end digital technologies, pre-build accelerators and 

frameworks, centers of excellence and labs, and packaged industry solutions.

 � Coforge’s digital foundry and blockchain studio are the primary engines used within its blockchain 

practice. This practice has certifications, reference cases and many tools and accelerators, as well as 

deployed solutions, which can be used as quick-start templates for similar industry use cases.

 � HCL’s blockchain application platform, CoTrust, enables an accelerated adoption of blockchain tech-

nologies and offers platform as a service (PaaS). HCL also offers CoTrust Ops manager; CoTrust testing 

framework; a respond, analyze, calibrate and evaluate (RACE) model; Securblock; and a blockchain 

platform evaluation service. HCL has been honing its blockchain expertise over the last three years, has 

acquired new clients in many industry sectors and verticals and has a huge partner ecosystem.

Observations (cont.)
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 � IBM has more than 1,750 blockchain experts and has delivered over 600 

client engagements globally. Its platforms include IBM Blockchain, IBM 

Blockchain Document Store and IBM Food Trust. It also has pre-built 

blockchain software assets such as member management and onboard-

ing, document store, provenance engine and process engine. IBM has 

several use cases that can be readily deployed as fast-start templates for 

specific industries and enterprises.

 � Infosys addresses blockchain and adjacent technologies, including 

shared ledger, distributed ledger and smart contracts. It also combines 

its strength with other technology areas to complement with blockchain. 

Infosys has made a significant advance in blockchain services over 

the last three years and provides blockchain services for banking and 

financial services, healthcare, government, insurance, manufacturing, 

technology, retail and consumer packaged goods, agribusiness, 

insurance, energy, communications, and aerospace industries. Infosys’ 

blockchain assessment framework is a combination of toolkits that help 

identify use cases.

 � Tech Mahindra provides blockchain services in the form of plug-and-play services for its customers. 

The provider also helps in integrating blockchain platforms or applications into the client’s native 

applications. Tech Mahindra’s R&D arm in the U.K. focuses on leveraging blockchain to create disrup-

tive solutions and provide enhanced experiences to customers. Through Makers Lab, Tech Mahindra 

works in collaboration with British Telecom to strengthen its presence across the U.K.

 � Wipro has 500+ client engagements around 100+ use cases across different industries leveraging 

differentiated blockchain services and strong integration capabilities to enable enterprise-grade 

production systems globally. Wipro has a vast blockchain partnership landscape around the iden-

tified top 10 industry themes and three platform areas. Wipro drives a transformative approach to 

blockchain engagements across industries. The company has U.K.-based experts and references.

 � Zensar’s Blockchain Innovation Group, along with its state-of-the-art R&D, delivers solutions 

within the areas of product development (next-gen business), applied research and innovation/

co-innovation. Its innovation streams include ZenSmart BIOX, which offers enterprise blockchain, 

contract management, blockchain orchestration, identity management, supply chain visibility and 

interoperability; ZenConfluence, which is Zensar’s enterprise blockchain backbone layer designer and 

system; the Distributed Intelligent Contract Enforcement System (DICES) and the building of platform 

partnerships.

Observations (cont.)
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 � TCS (Rising Star) uses its foundational framework of Business 4.0™, 

together with its business value delivery model, for the development of 

strategic and tactical models, and Machine First Delivery Model (MFDM™) 

for the planning and implementation of technologies and platforms. TCS 

advisory supports its clients through its blockchain journey from ideation 

to full-scale deployment. The TCS services available in this blockchain 

journey encompass advisory and consulting services, methodologies, 

frameworks, toolsets, platforms and complete solution deployment. TCS 

has been building blockchain platform solutions for digital identity, track 

and trace, asset monetization, and assets in common that address the 

needs of multiple industries.

Observations (cont.)
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 WIPRO

Huge blockchain platform and service offerings: Wipro offers blockchain for 
supply chain platform, digital assets platform, digital identity platform, decentralized 
trading marketplaces, and Wipro slingshot. Services across units such as construct 
and operate blockchain network, enterprise blockchain strategy and roadmap, 
design thinking workshops for use case definition, business case development, 
technology consulting and blueprint, blockchain innovation lab (blockchain 
lab-as-a-service), scalability framework, cybersecurity services, blockchain platform 
engineering services, and blockchain app fabric (OpenApp accelerator platform).

Blockchain center of excellence: At Wipro’s blockchain CoE, the company 
develops industry solutions, blockchain assets and frameworks, and an IP portfolio. 
In the blockchain innovation lab, Wipro develops blockchain applications and 
constructs blockchain networks. Wipro combines blockchain with its AI, big data, 
IoT, and Wipro HOLMES offerings and solutions to explore more use cases and 
solutions that address problems in multiple industries. 

Engagement in blockchain communities: Its blockchain industry consortia include 
Hyperledger, Enterprise Ethereum Alliance (EEA), Energy Web Foundation (EWF), 
and Blockchain in Transport Alliance (BiTA), along with strategic partnerships with 
Microsoft, IBM, Oracle, SAP, etc., as well as niche vendors such as MonetaGo. It 
establishes leading industry research and thought leadership through collaboration 
with global partners such as Forbes, WEF, academia/universities, including UC 
Berkley and Tel Aviv University, to pioneer research community contributions to 
Hyperledger and EEA.

Wipro EMEA has revenue of US$1.29 billion, with seven locations in the U.K. Blockchain at Wipro is one of the 
strategic themes and a dedicated practice under the CTO organization. The practice sets the strategic direction 
and drives the scaling of blockchain initiatives globally. Significant momentum has been realized with high-im-
pact blockchain initiatives across industries, with increased engagements moving toward production-grade 
solutions. Wipro has 500+ client engagements around 100+ use cases across different industries. These lever-
age differentiated blockchain services and strong integration capabilities to enable enterprise-grade production 
systems globally. Wipro has a vast blockchain partnership landscape around its top 10 industry themes and 
three platform areas. Wipro drives a transformative approach to blockchain engagements across industries. Its 
end-to-end blockchain offerings cover ecosystem services, advisory and consulting services, platform services, 
application services, industry themes, and technology assets to build blockchain solutions.

StrengthsOverview 
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 WIPRO

Wipro is a strong blockchain advisory-to-delivery service 
provider with good expertise, services and technology in 

many industries and references in the U.K.

Wipro should publish more case studies and present its blockchain offerings in the U.K. and globally on Wipro 
media channels to improve the market perception of its blockchain capability in the region.

Caution

2020 ISG Provider Lens™ Leader
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The research study “ISG Provider Lens™ Digital Business Solutions and Services 

UK 2020 analyzes the relevant software vendors/service providers in the UK 

market, based on a multiphase research and analysis process, and positions these 

providers based on the ISG Research methodology. The study was divided into the 

following steps:
 

1. Definition of “Digital Business Solutions and Services" UK 2020 market 

2. Use of questionnaire-based surveys of service providers/vendor across all 

trend topics 

3. Interactive discussions with service providers/vendors on capabilities and use 

cases. 

4. Leverage ISG’s internal databases and advisor knowledge and experience 

(wherever applicable). 

5. Detailed analysis and evaluation of services and service documentation 

based on the facts and figures received from providers and other sources. 

6. Use of the following key evaluation criteria: 

 − Strategy & vision

 − Innovation

 − Brand awareness and presence in the market

 − Sales and partner landscape

 − Breadth and depth of portfolio of services offered

 − Technology advancements

METHODOLOGY
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Akhila Harinarayan is a lead analyst on the ISG Provider Lens™ (IPL) team focusing on Digital Transformation and SAP for UK and Nordics. She has more than a 
decade experience across consulting and research including enterprise strategy, industry roadmaps, point-of-view papers, research for service providers across 
regions and target segments. She brings in her expertise on strategy and transformation, digital insights, thought leadership, benchmarking, market assessment 
and go-to-market strategies. She has also worked for Financial Services industry vertical as SAP talent consultant. She has authored many digital insights papers, 
devised go-to-market strategies for a specific product/industry vertical/region, built frameworks and maturity models across industries. 

Kenn is a thought leader and practitioner in networks, smart infrastructure and services and application of advanced technologies globally. Authoring and 
lead analyst of Software Defined Networking and Digital Transformation IPLs, as well as authoring multiple ISG Insights. He supports clients with customer 
engagement activities and events on SDN, Future Networks, ICT Network Services, IoT, Smart Cities and Infrastructure, Mobile Enterprise client strategies, Digital 
Transformation, market development and trends. Kenn is a known expert in these fields in many countries internationally, with over 40 years of experience in the 
ICT sector.

Akhila Harinarayan, Principal Author 
Lead Analyst

Dr. Kenn Walters, Assistant Author 
Lead Analyst & Distinguished Analyst, ISG Research

Authors and Editors
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Authors and Editors

Monica K is a senior analyst at ISG and is responsible for supporting and developing content for Provider Lens™ studies on Internet of Things (IoT), Digital Business 
Transformation and Cyber Security. Her area of expertise lies in IoT, robotic process automation, blockchain and artificial intelligence. In addition, Monica develops 
content from an enterprise perspective and authors the global summary report. She also collaborates with advisors and clients on ad-hoc research assignments as 
well as writes articles about niche technologies, market trends and insights.

Monica K, Enterprise Context and Global Overview Analyst 
Senior Analyst

Mr. Aase brings extensive experience in the implementation and research of service integration and management of both IT and business processes. With over 
35 years of experience, he is highly skilled at analyzing vendor governance trends and methodologies, identifying inefficiencies in current processes, and advising 
the industry. Jan Erik has experience on all four sides of the sourcing and vendor governance lifecycle - as a client, an industry analyst, a service provider and an 
advisor. Now as a research director, principal analyst and global head of ISG Provider Lens™, he is very well positioned to assess and report on the state of the 
industry and make recommendations for both enterprises and service provider clients.

Jan Erik Aase, Editor 
Director
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ISG (Information Services Group) (Nasdaq: III) is a leading global technology research and advisory 
firm. A trusted business partner to more than 700 clients, including more than 75 of world’s top 100 
enterprises, ISG is committed to helping corporations, public sector organizations, and service and 
technology providers achieve operational excellence and faster growth. The firm specializes in digital 
transformation services, including automation, cloud and data analytics; sourcing advisory; managed 
governance and risk services; network carrier services; strategy and operations design; change man-
agement; market intelligence and technology research and analysis. Founded in 2006, and based in 
Stamford, Conn., ISG employs more than 1,300 digital-ready professionals operating in more than 20 
countries—a global team known for its innovative thinking, market influence, deep industry and tech-
nology expertise, and world-class research and analytical capabilities based on the industry’s most 
comprehensive marketplace data. For more information, visit www.isg-one.com.

http://www.isg-one.com
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