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Executive Summary

Report Author: Rohan Sinha
and Sneha Jayanth

Life sciences’ embrace of decentralized
trials and digital innovations transforms
patient care

Embracing decentralized trials in life sciences

The clinical trials landscape is undergoing

a significant transformation with the rise of
decentralized trial methodologies. A growing
recognition of the limitations of traditional trial
approaches, such as centralized site-based
monitoring and patient visits, drives this
shift. Decentralized trials offer a promising
alternative by leveraging digital technologies
to conduct certain trial activities remotely,
including patient recruitment, consent,

data collection and monitoring. This
approach enhances patient convenience
and participation and enables real-time data
collection and analysis, leading to more
efficient and cost-effective trials.

The interest in decentralized trials has surged
across the industry, with pharmaceutical

iSG Provider Lens

companies, contract research organizations
(CROs), technology providers and regulatory
agencies actively exploring and adopting these
innovative methodologies. Advancements

in telemedicine, wearable devices, mobile
applications and electronic health records
have paved the way for decentralized

trial implementation, enabling seamless
remote interactions between patients

and investigators.

However, despite their promise, decentralized
trials also present unique challenges

and considerations. The key challenges
stakeholders face are ensuring data privacy and
security, maintaining regulatory compliance,
and overcoming digital literacy barriers among
specific patient populations. Integrating
decentralized trial data with existing clinical
trial infrastructures and workflows requires
careful planning and coordination.

The growing presence of AR and VR in
clinical development

As AR and VR technologies become
increasingly accessible, they are reshaping
the trajectory of clinical development.
These immersive digital tools are now

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Digital transtormation
1S the integration
of technology and
innovation that
reshapes the tuture.
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Executive Summary

widely integrated across diverse provider
landscapes, transforming traditional trial
methodologies and participant engagements.
Stakeholders are leveraging AR and VR to
pioneer innovative approaches to patient
education, training and participation in
clinical trials. By immersing participants in
trial protocols, these technologies enhance
comprehension and adherence. Furthermore,
AR and VR facilitate remote site visits,
enabling seamless interactions between
investigators and participants regardless of
geographical barriers. They also allow intuitive
data visualization, empowering stakeholders
to analyze and interpret trial data effectively.
This transformative shift highlights a broader
trend toward digital transformation in clinical
research, emphasizing personalized and
engaging experiences. As providers continue
to harness AR and VR to enhance trial
operations, clinical development evolves
toward greater efficiency, accessibility and
participant centricity.

Rising focus on patient-centric approaches

A key trend in the life sciences industry is
the growing emphasis on patient-centric

iSG Provider Lens

approaches across various drug development
and healthcare delivery aspects. Stakeholders
in the industry are actively prioritizing patient
engagement and involvement, recognizing
patients’ crucial role in shaping research,
clinical trials and treatment outcomes. This
trend is evident in adopting patient-centered
research methodologies, integrating patient-
reported outcomes in clinical trials, and
developing therapies tailored to individual
patient needs. Pharmaceutical companies,
research institutions and healthcare providers
are increasingly collaborating with patients,
advocacy groups and communities to ensure
that products and services address patients’
unique needs and preferences. As a result,
patient centricity has become a central tenet
of the industry’s efforts to drive innovation,
improve healthcare outcomes and enhance the
overall patient experience.

Service providers offer various capabilities
to support these initiatives in response to
the industry’s shift toward patient-centric
approaches. These include advanced
remote patient monitoring technologies and
telemedicine, enabling more convenient and

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

accessible healthcare delivery. Providers are
also developing patient engagement platforms
and tools that facilitate communication
between patients and healthcare professionals
(HCPs), empower patients to take an active role
in their care and capture real-time feedback to
inform decision-making. Furthermore, service
providers offer expertise in data analytics and
personalized medicine to help organizations
better understand patient needs, preferences
and behaviors, enabling more targeted and
effective interventions. By offering these
capabilities, service providers are vital in
helping life sciences companies and healthcare
organizations enhance patient engagement and
deliver more patient-centered care.

Technology's impact on pharmacovigilance
and regulation

The integration of advanced technologies

like Al, automation, and natural language
processing (NLP) is fundamentally altering
the landscape of pharmacovigilance (PV) and
regulatory affairs (RA). These technological
advancements enable various RA and PV
processes to be automated, including case
intake, adverse event reporting and regulatory

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

compliance management. By harnessing Al
algorithms, companies can rapidly analyze

large datasets, identify potential risks and
expedite decision-making processes crucial

for drug safety assessment and regulatory
compliance. Moreover, these technologies
facilitate real-time monitoring, enabling prompt
responses to emerging regulatory requirements
and enhancing overall efficiency throughout
the regulatory lifecycle. This technology-

driven transformation is poised to significantly
improve the effectiveness of pharmacovigilance
and regulatory affairs practices, leading to safer
and more transparent healthcare outcomes for
patients globally.

Holistic regulatory support and collaboration

A notable trend in pharmacovigilance and
regulatory affairs is the shift toward providing
comprehensive end-to-end regulatory support
and fostering strategic collaborations across
the pharmaceutical industry. Companies
increasingly recognize the importance of
partnering with technology leaders, academic
institutions and regulatory agencies to
navigate the complex regulatory landscape
effectively. These collaborations aim to offer

+ O
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Executive Summary

tailored solutions aligned with global regulatory
standards, ensuring seamless assistance
throughout the regulatory journey, from initial
submissions to ongoing lifecycle management.
By providing holistic regulatory support,
companies enhance compliance efforts,

drive value generation and foster confidence

in regulatory processes. This collaborative
approach facilitates the exchange of knowledge,
best practices and resources, ultimately
enabling pharmaceutical enterprises to
navigate regulatory challenges more efficiently
and deliver safer and more effective healthcare
products to market.

Redefining commercial strategies in
life sciences

The life sciences industries are amid a profound
transformation, compelling a fundamental
reevaluation of commercial strategies to ensure
sustained competitiveness and success.
Recent breakthroughs in science and medicine
have ushered in significant growth and
improved patient outcomes, highlighting the
imperative to realign commercial approaches
with evolving industry dynamics. Essential

to this recalibration is the investment in fair,

iSG Provider Lens

accessible and cost-effective commercial
strategies, bolstered by judicious talent
acquisition and financial decision-making.

Traditional paradigms such as product
leadership and cost efficiency are no |

onger sufficient for achieving commercial
excellence in this new landscape.

Success now hinges on agile decision-
making powered by automated analytics,
growth propelled by microsegmentation and
personalized offerings, and innovative service
delivery facilitated through interconnected
platforms. Providers strategically embrace
advanced technologies like Al, analytics

and automation to deliver tailored solutions
and profound insights. Providers actively
nurture loyalty and engagement by prioritizing
customer preferences and fostering
hyperpersonalized experiences while driving
positive health outcomes in an increasingly
patient-centric environment.

Evolution of global life sciences supply chains

In response to the evolving socio-political-
economic landscapes, the global life
sciences supply chain has undergone

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

a significant transformation, marked by
resilience, digitalization, interconnectivity

and sustainability. This transformation has
elevated the role of supply chain management,
moving it from a peripheral concern to a central
focus within corporate agendas. Executives
increasingly recognize the importance of
sustainability initiatives in life sciences
manufacturing supply chains, driving efforts to
optimize resource usage, reduce emissions and
enhance environmental responsibility through
the strategic deployment of technologies such
as analytics, Al and loT.

Industry 4.0 and digitalization have played
pivotal roles in reshaping the life sciences
supply chain landscape, introducing
unprecedented levels of efficiency and
innovation. The integration of advanced
technologies enables companies to optimize
supply chain operations through real-

time monitoring of production processes,
predictive equipment maintenance and
enhanced inventory management. This
digital transformation fosters greater visibility
and transparency across the supply chain,
facilitating seamless collaboration with

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

partners and ensuring compliance with
regulatory requirements. Moreover, end-to-
end visibility is essential for ensuring product
quality, regulatory compliance and supply
chain resilience, with digital technologies
empowering providers to offer real-time
feedback, proactively resolve bottlenecks
and disruptions, and optimize supply chain
processes for sustainable growth.

The digital revolution sweeping
the life sciences industry marks

a significant transition, with
organizations harnessing different
technologies to elevate research,
development and healthcare

delivery. This paradigm shift
encompasses a spectrum of
innovations, from harnessing
big data analytics and Al to
integrating ML algorithms and
IoT devices.
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Introduction

This study
focuses

on digital
transformation
solutions and
services for life
sciences.

Simplified lllustration Source: ISG 2024

Clinical Development
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Pharmacovigilance and Regulatory
Affairs - Digital Evolution

Commercial Operations -
Digital Evolution
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Definition

The life sciences industry is witnessing a
significant digital transformation, driven by

the urgent need to advance research and
navigate regulatory complexities. Advanced
technologies such as Al, ML and automation
play a prominent role, yet their seamless
integration into ongoing processes faces
challenges due to issues with low-quality,
outdated and incomplete data. The industry
grapples with data-centricity challenges in R&D,
emphasizing the significance of addressing
data quality issues, particularly in master

data management and governance. Despite
progress, organizations struggle with data gaps,
cross-business ownership and inconsistent
quality. The imperative for reduced time-to-
market prompts increased collaboration, but
traditional tools result in data duplication and
raise security concerns.

Industry leaders are navigating a landscape
where innovation costs have surged
exponentially, but there is a need to adopt

it, at scale, to enhance the efficiency of

new business models that include Al-based
solutions. Key pillars supporting efficiency in

life sciences innovation include accelerated
mergers, acquisitions and divestitures, reliable
supply chain innovation, exploration of non-
traditional sources of innovation, a patient-
centric approach and creative strategies for
monetizing non-traditional revenue sources. In
this evolution, digital transformation emerges
as the backbone of solutions, with enhanced
connectivity, mobile engagement and advanced
analytics becoming operational necessities
facilitating direct patient interactions.

Leading life sciences companies increasingly
view outsourcing as a supplemental resource
and strategic support, seeking expertise,
bandwidth and technological guidance from
external providers.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024 10 @



Introduction

Scope of the Report

This ISG Provider Lens™ quadrant report
covers the following five quadrants for
services/solutions: Clinical Development;
Patient Engagement; Manufacturing Supply
Chain; Pharmacovigilance and Regulatory
Affairs — Digital Evolution; and Commercial
Operations — Digital Evolution.

This ISG Provider Lens™ study offers
IT-decision makers:

e Transparency on the strengths and
weaknesses of relevant providers

o A differentiated positioning of providers
by segments

e Focus on Global market

Our study serves as the basis for important
decision-making by covering providers’
positioning, key relationships and go-to-market
considerations. ISG advisors and enterprise
clients also use information from these reports
to evaluate their existing vendor relationships
and potential engagements.

iSG Provider Lens

Provider Classifications

The provider position reflects the suitability

of providers for a defined market segment
(quadrant). Without further additions, the
position always applies to all company sizes
classes and industries. In case the service
requirements from enterprise customers differ
and the spectrum of providers operating in

the local market is sufficiently wide, a further
differentiation of the providers by performance
is made according to the target group for
products and services. In doing so, ISG either
considers the industry requirements or the
number of employees, as well as the corporate
structures of customers and positions providers
according to their focus area. As a result, ISG
differentiates them, if necessary, into two client
target groups that are defined as follows:

e Midmarket: Companies with 100 to 4,999
employees or revenues between $20 million
and $999 million with central headquarters
in the respective country, usually privately
owned.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

e Large Accounts: Multinational companies
with more than 5,000 employees or revenue
above $1 billion, with activities worldwide
and globally distributed decision-making
structures.

The ISG Provider Lens™ quadrants are
created using an evaluation matrix containing
four segments (Leader, Product & Market
Challenger and Contender), and the providers
are positioned accordingly. Each ISG Provider
Lens™ quadrant may include a service
provider(s) which ISG believes has strong
potential to move into the Leader quadrant.
This type of provider can be classified as a
Rising Star.

e Number of providers in each quadrant:
ISG rates and positions the most relevant
providers according to the scope of the
report for each quadrant and limits the
maximum of providers per quadrant to 25
(exceptions are possible).

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024
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A
") Provider Classifications: Quadrant Key

Product Challengers offer a product and
service portfolio that reflect excellent service
and technology stacks. These providers and
vendors deliver an unmatched broad and deep
range of capabilities. They show evidence of
investing to enhance their market presence
and competitive strengths.

Contenders offer services and products
meeting the evaluation criteria that qualifies
them to be included in the IPL quadrant. These
promising service providers or vendors show
evidence of rapidly investing in products/
services and a follow sensible market approach
with a goal of becoming a Product or Market
Challenger within 12 to 18 months.

iSG Provider Lens

Leaders have a comprehensive product and
service offering, a strong market presence and
established competitive position. The product
portfolios and competitive strategies of Leaders
are strongly positioned to win business in the
markets covered by the study. The Leaders also
represent innovative strength and competitive
stability.

Market Challengers have a strong presence

in the market and offer a significant edge

over other vendors and providers based

on competitive strength. Often, Market
Challengers are the established and well-known
vendors in the regions or vertical markets
covered in the study.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

% Rising Stars have promising
portfolios or the market experience
to become a Leader, including the
required roadmap and adequate
focus on key market trends

and customer requirements.
Rising Stars also have excellent
management and understanding
of the local market in the studied
region. These vendors and

service providers give evidence of
significant progress toward their
goals in the last 12 months. ISG
expects Rising Stars to reach the
Leader quadrant within the next 12
to 24 months if they continue their
delivery of above-average market
impact and strength of innovation.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

Not in means the service provider
or vendor was not included in this
quadrant. Among the possible
reasons for this designation:

ISG could not obtain enough
information to position the
company; the company does

not provide the relevant service
or solution as defined for each
quadrant of a study; or the company
did not meet the eligibility criteria

for the study quadrant. Omission
from the quadrant does not imply
that the service provider or vendor
does not offer or plan to offer this
service or solution.
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Clinical Development

Who Should Read This Section

This report is relevant to enterprises across
industries and regions for evaluating providers
of digital transformation services around
clinical development.

In this quadrant, ISG highlights the current
market positioning of service providers that
offer digital transformation services in the
global clinical development space.

The latest advanced technologies and digital
capabilities, combined with new science and
innovative approaches to traditional processes,
are changing how clinical development creates
new, life-changing treatments for patients.

From advancing the next generation of
clinical operating models to harnessing the
digital revolution through data and devices,
professionals with expertise across strategy,
consulting, technology, digital and operations
are supporting clients as they work to

accelerate their clinical development programs.

Top providers in the global life sciences market
help clients improve or manage operations for
their clinical development functions.

iSG Provider Lens

The emergence of generative Al (GenAl) is
transforming the landscape for life sciences
providers and enterprises, unlocking
exponential revenue opportunities and instilling
renewed hope among patients.

Enterprises and providers are poised to pave
the way for innovations and quicker cures at the
opportune moment. By harnessing the power
of data, they can develop patient-centered
solutions that truly make a difference.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

[ 1
ﬁ

Digital professionals should read this report
to understand providers' capabilities and
positioning, which will help them select
appropriate digital services and solutions
related to clinical development.

s
7
Technology professionals should read
this report to understand the leading
technologies, areas of investment,
challenges faced by digital innovators
and the key factors to achieving
long-term success.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |
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Industry practitioners should read this
report to better understand end-user
solutions and create business models that
help maximize CX and create value for key
healthcare stakeholders.

va

Cybersecurity professionals should read
this report to understand how providers
address significant compliance and security
challenges while maintaining a seamless
experience for end users.

JUNE 2024
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Clinical Development

Definition

This quadrant evaluates the capabilities of
service providers supporting life sciences
companies through all clinical phases.

The challenges of high costs and substantial
failure rates in clinical trials necessitate
continuous innovation and services to
enhance efficiency. Technology is crucial for
addressing these challenges, encompassing
patient recruitment, data collection,

monitoring, analysis and regulatory compliance.

Integrating innovations such as Al, big data
analytics, mobile health applications and
electronic health records plays a pivotal role
in the comprehensive and strategic clinical
development within digital transformation.

Life sciences companies, navigating the

complexities of all clinical phases, confront
the daunting expenses and elevated failure
rates inherent in clinical trials. They actively
seek innovative solutions that can improve

efficiency and mitigate risks to overcome these

challenges. Digital solutions aid in patient
identification, safety monitoring, treatment
efficacy and regulatory compliance and

establish a robust foundation for maintaining
quality standards, meeting reporting
requirements and navigating regulatory
intelligence effectively.

Embracing this transformative digital
landscape, life sciences companies
recognize the vital role of technology in
shaping the future of efficient, innovative

and successful drug development endeavors.
Technology's intersection with clinical
development is crucial for advancements
within the healthcare industry.

* .
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Eligibility Criteria

t tria 1/
or clinical data and analytics
technology solutions

of clinical trial

nd Icipants,
s mobile and internet-
connected capabilities
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Clinical Development

Observations

In today's dynamic clinical development
landscape, providers are leading the charge

in revolutionizing trial methodologies and
approaches across industries. Armed with
advance technologies and strategic consulting
services, these entities are reshaping the
clinical trial paradigm. By harnessing the power
of advanced analytics, Al and automation,
they're streamlining trial operations, optimizing
patient recruitment and ensuring data integrity.
Moreover, their focus on decentralized trials
and virtual engagement strategies underscores
a broader commitment to enhancing trial
efficiency and patient centricity. As the industry
continues to evolve, these providers stand at
the forefront, driving innovation and shaping
the future of clinical research.

Furthermore, service providers offer a holistic
suite of services encompassing protocol
development, patient recruitment and
engagement, real-time data monitoring and
regulatory compliance. Their collaborative

iSG Provider Lens

approach and deep domain expertise enable
sponsors and contract research organizations
to navigate complex challenges and accelerate
trial timelines. Their commitment to continuous
improvement and innovation ensures they
remain agile and adaptive in an ever-changing
regulatory landscape.

From the 40 companies assessed for this study,
35 qualified for this quadrant, with 11 being
Leaders and one a Rising Star.

>
accenture

Accenture streamlines clinical development
with its INTIENT™ platform, enhancing trials
through data insights and digital support.
Strategic investments like QuantHealth
drive innovation, cut costs and advance

trial methodologies.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Capgominie®

Capgemini ensures efficient trial execution by
proactively monitoring operations, streamlining
post-trial data analysis and providing robust
data foundations for protocol design and
synthetic trials.

& cognizant

Cognizant excels in clinical trial automation,
optimizing workflows for efficiency. Its
strategic consulting designs protocols, tailors
approaches and develops innovative platforms
for clients.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

Deloitte

Deloitte’s clinical development suites,

R&D Connect and MyPath, optimize trial
management and boost patient engagement.
Its advanced analytics and CognitiveSpark
integration accelerate therapy development
by efficiently automating insights and

data management.

HCLTech

HCLTech provides comprehensive eClinical
solutions covering trial implementation, lab
data management and decentralized trials.

Its partnerships with industry leaders drive
innovative solutions, enhancing trial efficiency
and patient engagement.

JUNE 2024
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o
+’ HEXAWARE

Hexaware's clinical solutions include a
decentralized trials platform, clinical process
automation and data as a service. These
offerings streamline trial management with
advanced technology and support, enhancing

efficiency and accelerating drug development.

Infosys

Infosys provides diverse clinical solutions
and excels in decentralized trials, digital labs
and trial supplies management. Its expertise
includes automating safety narratives,
structuring content and analyzing real-world
evidence data.

iSG Provider Lens

ppd

PPD emphasizes accuracy with real-time data
systems and robust validations. It provides
advanced disease simulation and decentralized
trial options for efficient, safe participation.

. TATA
t@ CONSULTANCY
SERVICES

TCS provides advanced clinical analytics for
decentralized trials and a transformative ADD™
platform, streamlining the industry. With a focus
on Al, TCS pioneers innovative solutions, driving
efficiency and insights across sectors.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Tech
Mahindra

Tech Mahindra provides integrated clinical
solutions like study management and patient
engagement. Its platform supports the entire
study lifecycle with user-friendly interfaces,
advanced analytics and efficient scheduling for
enhanced efficiency.

Wipro optimizes trial planning with analytics,
enhances precision with Digital Biomarker
Integration and revolutionizes safety with the
DICE Platform, integrating data capture and
virtual visits.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |
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Persistent Systems (Rising Star) provides
efficient clinical trial and data management
solutions, ensuring compliance and data
integrity. Its GenAl innovations optimize trials,
while streamlined study management enhances
site operations and patient engagement.

JUNE 2024
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Clinical Development

PPD

Overview

The PPD clinical research business

of Thermo Fisher Scientific is a

global organization, providing clinical
development and laboratory services

for pharmaceutical, biotechnology,
medical device, academic and
government organizations. Its clinical
development approach emphasizes
precision and efficiency, leveraging
advanced technologies and innovative
methodologies to drive impactful results.
With a focus on data integrity and patient
centricity, the company streamlines trial
processes while ensuring compliance
with regulatory standards, ultimately
accelerating the journey from concept
to market.

iSG Provider Lens

Strengths

Focus on data integrity: The PPD clinical
research business emphasizes data integrity
in clinical data management, adhering to ICH
E6 R2 standards. Collaborating across project
teams mitigates risks and implements real-
time data capture systems, minimizing errors.
The company ensures accurate and timely
data submissions with robust validations and
efficient coordination.

Decentralized trials capability: PPD
facilitates decentralized trials to ensure
worldwide continuity and progress in
life-saving clinical research. The company
simplifies trial participation while maintaining
data integrity through innovative approaches,
such as telemedicine, direct-to/from-

patient models, remote econsent, home
healthcare and electronic clinical outcomes

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“PPD'’s clinical expertise drives innovation and

CQJ ensures the integrity and effectiveness of

Leader

Rohan Sinha

assessments. By leveraging specialized
sites, remote monitoring and digital tools
like wearables, PPD diversifies participant
populations and enhances trial safety
and efficiency.

Advanced disease simulation and modeling:
The buisness provides advanced patient
study burden simulation capabilities,
enabling assessment of patient participation
rates based on various trial designs.
Leveraging this expertise, it assesses

and scores protocols, providing tailored
recommendations to optimize protocol
design for effective data collection and
feasible recruitment.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

medical research.”

Caution

Given the complexity of clinical trials,

PPD clients should remain vigilant in
adapting to evolving regulatory landscapes,
ensuring compliance and minimizing
potential disruptions to trial timelines and
data integrity.
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Who Should Read This Section These advancements prioritize data security,
This report is relevant to enterprises across !nteroperablllty and user experience, drl.\/|.ng [ )
. . . . . improved health outcomes and streamlining ﬁ
industries and regions for evaluating providers . A . .

L ) . trial processes. With personalized care delivery
of digital transformation services around . .. . . . .

. at scale, enterprises must collaborate closely Digital professionals should read this report  Industry practitioners should read this
patient engagement. . . . . . , .

] o with providers to offer tailored services and to understand providers’ capabilities and report to better understand end-user

In this quad.r.j;mtf ISG hlghllghts the current. ) solutions that elevate the patient experience. positioning, which will help them select solutions and create business models that
market pOS|.t|0n|ng (?f prc')wderS that of‘fer digital appropriate digital services and solutions help maximize CX and create value for key
transformation services in the global patient related to patient engagement. healthcare stakeholders.
engagement space.
Patient engagement has undergone a digital /{
revolution, transcending platform limitations )/
to empower patients in their care journeys.
Individuals actively participate in their Technology professionals should read Cybersecurity professionals should read
healthcare through remote patient monitoring, this report to understand the leading this report to understand how providers
digital health platforms and immersive journey technologies, areas of investment, address significant compliance and security
mapping. The focus is solely on personalized challenges faced by digital innovators challenges while maintaining a seamless
experiences, driven by real-time data insights and the key factors to achieving experience for end users.
and seamless omnichannel interactions, long-term success.

ensuring timely and tailored care delivery.
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Patient Engagement

Definition

This quadrant evaluates service providers
specializing in life sciences customer services,
incorporating supporting processes and
platforms. The evolution of patient engagement
through digitalization involves the strategic
integration of advanced digital technologies
and communication channels to enhance
patients' involvement, interaction, and
empowerment throughout their healthcare
journey. This evolutionary approach utilizes
digital tools such as mobile applications,
wearable devices, telehealth platforms,

and online portals to facilitate seamless
communication between patients and
healthcare providers. The overarching goal is
to empower patients with access to health
information, personalized care plans, and
tools, enabling active participation in
decision-making processes. By fostering a
collaborative and patient-centric healthcare
ecosystem, the digital transformation of
patient engagement aspires to improve health
outcomes, enhance patient satisfaction, and
contribute to a more efficient and effective
healthcare delivery system.

iSG Provider Lens

In the evolving landscape, life sciences
companies directly engage with patients to
provide patient-centric services related to
medications, enhance their products and
improve patient outcomes. This strategic shift
emphasizes patient engagement, granting
them a more significant role in treatment
decision-making. Unlike the past, where
primary contacts for life sciences companies
were primarily physicians, the critical focus
now involves collaborating with providers

to optimize patient experience throughout
the entire development lifecycle, from initial
engagement to ultimate outcomes.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

privacy measures

Ability to share data and
analyses in a
system

3 ct, implement
and manage patient engagement

cluding the
suitable device strategies
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Patient Engagement

Observations

Major players in the technology and consulting
sectors are revolutionizing patient engagement
in digital transformation. Providers are

offering sophisticated solutions to enhance
patient experiences and optimize healthcare
delivery. Patients are empowered to actively
participate in their care journeys through
platforms and applications, such as remote
patient monitoring, digital health platforms

and immersive journey mapping. The focus is
on personalized experiences, real-time data-
driven insights and seamless omnichannel
interactions, ensuring patients receive the right
care at the right time. With a strong emphasis
on data security, interoperability and user
experience, these solutions drive improved
health outcomes, streamlined trial processes
and personalized care delivery at scale.

From the 39 companies assessed for this study,
36 qualified for this quadrant, with 11 being
Leaders and one a Rising Star.

iSG Provider Lens

>
accenture

Accenture’s INTIENT Patient platform

delivers sophisticated digital solutions for
personalized patient experiences. Its modular
application suite enables efficient engagement
and real-time data insights, optimizing

care delivery.

Capgominie®

Capgemini leads patient services digitization
through immersive journey mapping and its
PatientEngage Studio. Its comprehensive
solutions ensure secure, compliant and
omnichannel healthcare experiences,
optimizing efficiency and outcomes.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

& cognizant

Cognizant excels in comprehensive remote
patient monitoring, innovative digital health
platforms and decentralized clinical trials. With
advanced technologies and patient-centric
solutions, it drives improved health outcomes
and streamlined trial processes.

Deloitte

Deloitte excels in patient engagement,
offering end-to-end services from strategy to
technology implementation. Its innovative
solutions empower clients to own data,
make decisions, and deliver service, ensuring
personalized experiences and improved
healthcare outcomes.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

HCLTech

HCLTech revolutionizes patient engagement
through innovative, human-centered solutions.
With a focus on data security, interoperability
and user experience, it empowers healthcare
organizations to deliver personalized care

at scale.

o
+' HEXAWARE

Hexaware excels in patient engagement
with tailored accelerators and advanced data
solutions on Salesforce Cloud. Pre-integrated
loT devices enhance data collection, while
partnerships ensure secure integration,
customization, and compliance.

JUNE 2024
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Patient Engagement

Infosys

Infosys innovates patient engagement with Al
analytics, personalized medicine and real-time
insights. Service innovations optimize support,
enhancing recruitment and health outcomes.

IQVIA

IQVIA drives innovation in patient engagement,
holistic frameworks and Al-driven analysis,
enhancing outcomes through data-driven
solutions.

ppd

PPD provides tailored patient engagement
solutions and extensive expertise for
successful clinical trials and effectively
overcomes recruitment barriers.

. TATA
[f:b CONSULTANCY
SERVICES

TCS pioneers innovative patient-centric
solutions like TCS ADD™ Connected
Engagement & Living confidently, ensuring
seamless experiences across touchpoints.
Its holistic approach tailors solutions to
diverse needs, leveraging advanced tech
for improved outcomes.

* .
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Wipro pioneers holistic patient care through

its Collaborative Care Platform, connecting
patients, providers and pharmacists seamlessly.
With tailored content and services, it enhances
engagement and tracks progress to address
common care issues.

Tech
Mahindra

Tech Mahindra (Rising Star) leads patient
engagement with ConnectSense, offering
disease education, medication reminders,
coaching and telemedicine. Its HealthNxt
streamlines care digitally.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT
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Patient Engagement

PPD

Overview

The PPD clinical research business

of Thermo Fisher Scientific is a

global organization, providing clinical
development and laboratory services for
pharmaceutical, biotechnology, medical
device, academic and government
organizations. It prioritizes patient
engagement by offering tailored
solutions and leveraging diverse
outreach methods, including targeted
media and community initiatives. Its
comprehensive approach ensures that
patients are actively involved throughout
the clinical trial process, leading to
improved recruitment, retention and,
ultimately, successful trial outcomes.

iSG Provider Lens

Strengths

Diverse patient engagement solutions for
clinical trials: The PPD clinical research
business has a wide array of patient
engagement solutions tailored for clinical
trials offered within the portfolio. These
solutions primarily cater to interactions with
patients involved in clinical studies, with
many being preconfigured for seamless
integration and emphasizing straightforward
implementation with minimal resources.
Functionalities include eConsent, televisits
and remote monitoring.

Full-spectrum expertise and customized
solutions: The business offers consultants
comprehensive expertise across various
therapeutic areas and functional aspects
of product development. This breadth of
knowledge allows for creating tailored and

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“Guiding trials with precision, from patient

CQJ engagement to successful outcomes, the the PPD

Leader

Rohan Sinha

innovative solutions throughout the drug
development spectrum, ensuring successful
program outcomes. By providing customized
approaches, the PPD clinical research
business addresses unique challenges and
effectively optimizes strategies to meet
specific project needs.

Effective patient strategies: The business
excels in implementing robust patient
recruitment and retention strategies that
overcome common barriers in clinical
trials, such as lack of awareness, access,
trust, inconvenience and socioeconomic
challenges. Through a combination of
targeted media, local community outreach
and social media engagement, the
company ensures the enrollment of
diverse patient populations.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

clinical research business leads with expertise
and compassion.”

Caution

Despite the business’ strong patient
engagement and trial management,
anticipating and addressing challenges like
regulatory changes, logistical issues and
demographic shifts is crucial. Proactive
monitoring and flexibility are essential for
trial success.
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Manufacturing Supply Chain

Who Should Read This Section

This report is relevant to enterprises across
industries and regions for evaluating providers
of digital transformation services for the
manufacturing supply chain.

In this quadrant, ISG highlights the current
market positioning of providers that offer
digital transformation services in the global
manufacturing supply chain space.

The volatile nature of the life sciences industry
demands manufacturing supply chains to be
more agile and resilient, meeting increasing
market demands. Robust risk mitigation

strategies and regulatory compliance measures

are essential in achieving this goal.

Providers are prioritizing the development

of digital platforms and solutions tailored to
optimize costs, enhance productivity and
elevate the overall CX. Key technologies such
as automation, analytics and real-time insights
play a crucial role in digital supply chain
operations, seamlessly integrating processes
from drug development to patient care.

iSG Provider Lens

Responding to these evolving dynamics, next-
generation connected supply chain ecosystems
are emerging. This evolution necessitates a
holistic approach integrating niche talent,
digital services and innovative technologies.

In this rapidly changing market landscape,

life sciences enterprises select providers

based on their ability to offer digital services,
ensuring competitiveness and meeting evolving
market demands.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

[ 1
ﬁ

Digital professionals should read this report
to understand providers' capabilities and
positioning, which will help them select
appropriate digital services and solutions
related to manufacturing supply chain.

4
7
Technology professionals should read
this report to understand the leading
technologies, areas of investment,
challenges faced by digital innovators

and the key factors to achieving
long-term success.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |
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Industry practitioners should read this
report to better understand end-user
solutions and create business models that
help maximize CX and create value for key
healthcare stakeholders.

va

Cybersecurity professionals should read
this report to understand how providers
address significant compliance and security
challenges while maintaining a seamless
experience for end users.

JUNE 2024
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iSG Provider Lens

Manufacturing Supply Chain

Definition

This quadrant evaluates service providers that
work with their life sciences clients to improve
manufacturing supply chain operations. Digital
transformation within the manufacturing supply
chain in life sciences involves strategically
integrating advanced digital technologies

and data-driven solutions to optimize and
revolutionize processes across the industry’s
manufacturing, distribution and supply chain
management. This transformative initiative
aims to enhance efficiency, visibility and

agility across the entire supply chain, from raw
material procurement to pharmaceuticals and
medical device production, quality control

and distribution.

Adopting digital technologies such as loT, Al,
blockchain and advanced analytics is central in
improving real-time monitoring, traceability and
collaboration within the manufacturing supply
chain. The goal is to streamline operations,
reduce lead times, minimize errors, ensure
regulatory compliance and deliver safe, high-
quality products to healthcare providers and

patients. This digital transformation fosters
a more resilient, adaptive and responsive life
sciences supply chain ecosystem.

Effective collaboration in the manufacturing
supply chain relies on technology to bridge
system gaps. Analytics and Al are crucial

for swift inventory relocation. Even with
automation and Al, logistics managers still
face the challenges of generating accurate
production and shipment forecasts due to
persisting manual processes. The lack of
supply chain visibility impacts forecast
accuracy, challenging real-time arrival
estimates. Therefore, adaptability in planning
is crucial for managing short-term disruptions
in business operations.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
1. Capability to assess existing
supply chains

1dent1ﬁcat10n and data capture
(AIDC) technologies

Ing real-time
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Manufacturing Supply Chain

Observations

The global life sciences manufacturing supply
chain has significantly transformed in the
past five years. The pandemic underscored
the urgency of efficient vaccine development
and distribution, emphasizing the need for
agile and resilient manufacturing networks.
Rising consumer demand and advancements
in precision medicine and telehealth have
further strained supply chains, necessitating
robust risk mitigation strategies and regulatory
compliance measures.

Supply chain visibility, strategic sourcing

and cold chain management are paramount,
alongside the growing demand for personalized
medicine. As a result, there is a burgeoning
opportunity for IT service providers and digital
platform providers to offer tailored solutions
that optimize costs, enhance productivity and
improve the overall customer experience.

Moreover, sustainability has emerged as a
critical focus area, with increasing emphasis on
environmental, social and governance (ESG)
initiatives and environmentally responsible

iSG Provider Lens

practices throughout the supply chain.
Technologies like automation, analytics

and real-time insights are pivotal to digital
supply chain operations, facilitating seamless
integration from drug development to
patient care.

In response to these dynamics, next-generation
connected supply chain ecosystems are
evolving, necessitating a holistic approach
that integrates niche talent, digital services
and innovative technologies. Ultimately,
successful adaptation to these changes will be
essential for life sciences enterprises to remain
competitive and meet the demands of a rapidly
evolving market landscape.

From the 42 companies assessed for this study,
25 qualified for this quadrant, with 10 being
Leaders and one a Rising Star.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

>
accenture

Accenture transforms life sciences with
patient-centric supply chains, GenAl-driven
manufacturing and strategic acquisitions for
end-to-end capabilities, driving differentiation
and outcomes in a competitive market.

Capgominie®

Capgemini enables life sciences and medtech
companies to leverage new scientific
approaches, analytics and digital technologies
for transformative drug development,
manufacturing efficiency and improved

health outcomes.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

& cognizant

Cognizant delivers integrated solutions by
coupling business and technology capabilities.
With a vast supply chain consulting knowledge
base, the company excels in blending digital
tech and manufacturing domain expertise.

Deloitte

Deloitte’s Smart Operations practice integrates
global expertise in supply chain, technology and
analytics to drive innovation and efficiency in
consulting and implementation.

JUNE 2024
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Manufacturing Supply Chain

6 genpact

Genpact offers end-to-end strategic
manufacturing solutions, integrating data
engineering, analytics and operational services
to enable clients to purchase results, not

just solutions.

HCLTech

HCLTech provides comprehensive end-to-end
life sciences manufacturing and supply chain
solutions, leveraging years of domain expertise
and Industry 4.0 technologies for enhanced
efficiency and resiliency.

iSG Provider Lens

Infosys

Infosys delivers end-to-end preconfigured
digital solutions for the life sciences and
healthcare industry, leveraging loT to enhance
operational efficiency and optimize resource
utilization with advanced data analytics.

& LTIMindtree

LTIMindtree specializes in developing and
supporting life sciences industry-specific
solutions and services, driving digital adoption
in R&D, clinical labs, manufacturing and supply
chain operations with proprietary platforms like
iNXT and Fosfor Lumin.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

. TATA
t& CONSULTANCY
SERVICES

TCS offers industry-specific solutions and
alliances, driving innovation through research
collaborations and strategic partnerships,
focusing on supply chain as a service for
dynamic ecosystem management and
revenue growth.

Wipro leverages cross-industry expertise to
tailor pharmaceutical solutions, ensuring
quality, compliance and efficiency. Decades of
experience and a holistic approach enable it
to offer comprehensive services across the life
sciences value chain.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

Tech
Mahindra

Tech Mahindra (Rising star) digital supply chain
integrates technology, tools and services for
end-to-end transformation. With expertise
spanning design, plan, source, make, delivery
and aftermarket, it offers comprehensive
solutions for optimized operations.

JUNE 2024
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Pharmacovigilance and Regulatory Affairs — Digital Evolution

Who Should Read This Section

This report is relevant to enterprises across
industries and regions for evaluating providers
of digital transformation services around
pharmacovigilance and regulatory affairs.

In this quadrant, ISG highlights the

current market positioning of providers of
pharmacovigilance and regulatory affairs
transformation services globally and how
each provider addresses the key challenges
in this space.

Regulatory and pharmacovigilance processes
are crucial in ensuring the safety, efficacy
and compliance of medical products and
therapies. Leading providers in the market
offer comprehensive regulatory assistance,
guiding companies through the intricate
approval process. They also provide advanced
pharmacovigilance solutions to monitor and
assess the safety of pharmaceutical products
post-market.

iSG Provider Lens

With the advancement of technologies, such as
Al, analytics, and automation, these providers
streamline processes, enhancing the detection
of safety signals and, ultimately, contributing to
improved patient outcomes. However, in this
evolving landscape, changes driven by digital
medicine will necessitate more intensive and
sophisticated reporting.

New technologies must efficiently manage the
increased volume of data while adhering to
regulations and maintaining security. Providers
must ensure that their solutions are efficient
and compliant with regulatory standards, thus
safeguarding patient safety and maintaining
industry integrity.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Digital professionals should read this report
to understand providers' capabilities and
positioning, which will help them select
appropriate digital services and solutions
related to pharmacovigilance.

(4
5
Technology professionals should read
this report to understand the leading
technologies, areas of investment,
challenges faced by digital innovators

and the key factors to achieving
long-term success.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT

&

Industry practitioners should read this
report to better understand end-user
solutions and create business models that
help maximize CX and create value for key
healthcare stakeholders.

iz

Cybersecurity professionals should read
this report to understand how service
providers address significant compliance
and security challenges while maintaining a
seamless experience for end users.
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Pharmacovigilance and Regulatory Affairs — Digital Evolution

Definition

This quadrant evaluates service providers,
within the life sciences domain, specifically
focusing on supporting patient safety
monitoring, adhering to global and local
regulatory requirements and facilitating
reporting through diverse processes and
platforms. Life sciences companies are
encountering heightened scrutiny from
regulatory bodies and consumer advocacy
groups, emphasizing the need to ensure patient
safety and maintain quality and compliance
standards across their products and operations.
The primary goal is to execute various activities
while delivering exceptionally high-quality
products and complying with local and global
reporting and regulatory norms.

While Al has already proven effective in
supporting specific aspects of these activities,
recent breakthroughs in NLP and ML within life
sciences enterprises are opening avenues for
innovation and operational efficiency.

iSG Provider Lens

As the industry undergoes a transformative
shift toward digital medicine, an imperative

for more sophisticated and robust reporting
mechanisms emerges. This evolution requires
adopting secure, efficient and compliant
technologies to effectively manage the
escalating volume of data in pharmacovigilance
and regulatory affairs processes. The
intersection of technological advancements
and the dynamic landscape of the life sciences
sector offers the potential for meeting current
standards and surpassing them through
strategic and advance digital transformations.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria

d

P

consumer- frlendly dlgltal

interactions &

manage pharmacov1gllance
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Pharmacovigilance and Regulatory Affairs — Digital Evolution

Observations

Within the pharmaceutical and
biopharmaceutical industry's regulatory and
pharmacovigilance space, myriad companies
specialize in ensuring the safety, efficacy

and compliance of medical products and
therapies. These firms offer comprehensive
regulatory assistance, guiding companies
through the complex approval process and
providing advanced pharmacovigilance
solutions to monitor and assess the safety

of pharmaceutical products post-market.
Leveraging advance technologies like Al,
these companies streamline processes, detect
safety signals more efficiently and, ultimately,
contribute to improved patient outcomes.
Through their expertise and innovation, they
play a vital role in advancing medical science
and enhancing public health globally.

From the 40 companies assessed for this study,
25 qualified for this quadrant, with nine being
Leaders and one a Rising Star.

iSG Provider Lens

>
accenture

Accenture offers end-to-end regulatory
support, deep expertise in regulatory affairs
and advanced technological solutions,
ensuring seamless assistance, compliance
and efficiency for pharmaceutical and
biopharma companies.

Capgominie®

Capgemini excels in pharmacovigilance
and regulatory affairs, ensuring robust drug
safety management and global compliance.
Its digital solutions streamline activities,
optimizing regulatory processes and
empowering clients.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

& cognizant

Cognizant's Al solutions optimize regulatory
compliance, operational efficiency and
pharmacovigilance. Tools like Automated
Mail Response and Neuro streamline
processes, cutting costs. GenAl automates
document handling and case assessment to
improve efficiency.

Deloitte

Deloitte leads with regulatory excellence
using expertise and innovation. Its integrated
solutions drive efficiency and compliance.
The company’s strategic partnerships

drive compliance, patient safety and

value generation.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

HCLTech

HCLTech offers comprehensive regulatory
services and advanced GenAl solutions.
Partnering with industry leaders, it streamlines
pharmacovigilance and regulatory processes,
ensuring efficient case management

and compliance.

Infoss

Infosys excels in regulatory domain business
analysis and consulting, offering deep

expertise in regulatory guidance, submission
strategies and compliance. Its holistic approach
supports clients from concept to market with
streamlined processes.

-



Pharmacovigilance and Regulatory Affairs — Digital Evolution

ppd

PPD integrates regulatory expertise and
clinical delivery experience to offer
comprehensive PV and regulatory solutions.
Its Al integration includes SaaS solutions
with OCR and machine learning, ensuring
streamlined regulatory compliance.

. TATA
t@ CONSULTANCY
SERVICES

TCS leads in pharmacovigilance with the Al-
driven TCS ADD™ Safety platform for adverse
event management. Focused on regulatory
compliance and operational excellence,

TCS delivers tailored end-to-end services to
maximize client benefits in healthcare.

Wipro innovates with platforms like Talosafe
and NeuroSAFE, employing Al and automation
for efficiency and compliance. GenAl, backed
by academic ties, helps the company foster
practical solutions.

inidegene*

Indegene (Rising Star) pioneers GenAl for
pharmaceutical efficiency, partnering with
Microsoft and AWS. Its comprehensive PV
suite includes regulatory consulting,
compliance support and NAEM solutions,
streamlining processes and supporting
electronic submissions.

* .
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Pharmacovigilance and Regulatory Affairs — Digital Evolution

PPD

Overview

The PPD clinical research business

of Thermo Fisher Scientific is a

global organization, providing clinical
development and laboratory services for
pharmaceutical, biotechnology, medical
device, academic and government
organizations.It utilizes its proficiency as a
comprehensive global contract research
organization to guarantee the seamless
integration of pharmacovigilance and
regulatory affairs activities into a strategic
framework for clinical trial execution and
client-centered solution development.
Utilizing in-depth understanding of
regulatory affairs requirements, the
company builds its suite of technological
solutions for strategic development,
regulatory intelligence, engagements with
health authorities and labeling practices.

iSG Provider Lens

Strengths

Comprehensive range of PV and regulatory
solutions: Drawing on its extensive
knowledge of regulatory affairs, the
businesshas a diverse array of technology
solutions, including strategic development,
regulatory intelligence, health authority
interactions and labeling. Supported by
clinical delivery experience, it integrates
PV and regulatory affairs activities into

its approach to clinical trial execution,
ensuring client-centric solutions and
optimal outcomes.

Al technology integration: The PPD clinical
research business intents to leverages SaaS
solutions enhanced with optical character
recognition (OCR) artificial intelligence

and natural language processing (NLP)
technologies to automate PV case intake.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

“The PPD clinical research business’ holistic
CQU approach to PV and regulatory affairs seamlessly
integrates activities, ensuring a strategic and

Leader

Rohan Sinha

Its internal GenAl platform is adaptable to
multiple large language models (LLMs) and
reflects years of Al and ML development
expertise. This dynamic GenAl strategy
evolves alongside market advancements and
specific user needs.

Streamlined regulatory compliance:

The business’' PV team employs the
Safety Tracking System (STS) for smooth
case management, ensuring quality and
compliance. STS automates processes,
including safety writing, while signal
detection enhances safety profiling.
Integration with electronic Trial Master
File (eTMF) streamlines document handling
for better regulatory adherence. With
regulatory consulting and Regulatory
Information Management System (RIMS)
support, the company is a trusted partner
for seamless compliance.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

efficient path to trial success.”

Caution

Data security becomes paramount with
Al technology integration, particularly in
Saas solutions and GenAl platforms. The
business must continue to implement
robust measures to safeguard sensitive
information processed through OCR and
ML technologies.
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Commercial Operations — Digital Evolution

Who Should Read This Section

This report is relevant to enterprises across
industries and regions for evaluating providers
of digital transformation services around the
digital evolution of commercial operations.

In this quadrant, ISG highlights the current
market positioning of providers of commercial
operations services globally and how each
provider addresses the key challenges in

this space.

The digital revolution within the life sciences
industry has sparked significant shifts in
commercial operations, aiming to elevate
customer engagement and streamline
operational strategies. This transformation is
driven by the pursuit of enhanced customer
insights, operational efficiency and effective
marketing tactics.

As the industry landscape continues to
evolve, there is a critical need to reevaluate
commercial models to align with shifting
business objectives, portfolio dynamics

and the expanding technological landscape.

iSG Provider Lens

A key trend involves leveraging Al capabilities
to anticipate customer behavior, tailor
messaging and optimize channel strategies
for personalized engagement. Central to

this approach is a commitment to patient
centricity, fostering enduring connections
with healthcare professionals (HCPs), patients,
payers and other stakeholders through
cohesive marketing initiatives.

In response to these changes, enterprises are
innovating their sales, marketing and market
access strategies, aiming to better address the
evolving needs of customers and patients.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Digital professionals should read this report
to understand providers' capabilities and
positioning, which will help them select
appropriate digital services and solutions
related to commercial engagement.

(4
5
Technology professionals should read
this report to understand the leading
technologies, areas of investment,
challenges faced by digital innovators

and the key factors to achieving
long-term success.
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Industry practitioners should read this
report to better understand end-user
solutions and create business models that
help maximize CX and create value for key
healthcare stakeholders.

iz

Cybersecurity professionals should read
this report to understand how service
providers address significant compliance
and security challenges while maintaining
a seamless experience for end users.
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Commercial Operations — Digital Evolution

Definition

This quadrant evaluates service providers that
specialize in driving the digital evolution of life
sciences commercial operations, incorporating
supporting processes and platforms. Key

focus areas include data analytics, customer
engagement, supply chain optimization

and personalized medicine. Embracing
technologies such as Al, loT and data-driven
insights enhances efficiency and innovation in
pharmaceuticals, healthcare and biotechnology.

Digitalization streamlines processes, improves
data-driven decision-making and delivers
overall enterprise business value. Life sciences
companies are implementing Al, with a keen
eye on the potential of GenAl, to identify market
opportunities and risks. Additionally, there is

a shift toward exploring digital channels for
direct-to-consumer engagement, online sales
and efficient healthcare product distribution.

Within this context, life sciences’
commercial operations seamlessly integrate
sales and marketing analytics, pricing
analysis, order management, CRM and ERP.
This comprehensive approach optimizes
decision-making, refines marketing strategies,
ensures efficient order processing, fosters
strong customer relationships and provides
a centralized platform for holistic business
management. The ultimate goal is to achieve
operational excellence and commercial
success in the dynamic and evolving
landscape of life sciences.

* .
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Eligibility Criteria

a differentiated commercial
operations environment

> commercial
operations services and
platforms

develop

de marke
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Commercial Operations — Digital Evolution

Observations

The digital evolution of commercial operations
in the life sciences industry has significantly
changed customer engagement and
operational strategies. New digital approaches
complement traditional methods to improve
customer insights, operational efficiency, and
marketing effectiveness.

Omnichannel commercial campaigns

are emerging as a key strategy driven by

the principles of patient centricity. These
campaigns facilitate long-term relationships
with healthcare professionals, patients, payers
and other stakeholders through integrated
marketing efforts. Harnessing the power of Al
enables companies to predict behavior, tailor
messaging and optimize channel strategies for
personalized engagement.

Patient engagement and services are
transforming, focusing on understanding and
meeting patient needs beyond product efficacy
and safety. Value-based patient solutions now
encompass a range of services throughout the

iSG Provider Lens

patient journey, including treatment adherence
support, disease management and access to
educational resources.

Identification and lead conversion are

evolving in response to shifting consumer
behavior toward technology and direct
engagement. Life sciences companies leverage
digital channels to execute growth-hacking
strategies, improving CX while minimizing
acquisition costs.

Overall, the evolving landscape necessitates
reevaluating commercial models to align

with changing business objectives, shifting
portfolios and increasing emphasis on patient
centricity. Enterprises are exploring new
approaches to sales, marketing, and market
access to better serve evolving customer and
patient needs.

From the 32 companies assessed for this
study, 21 qualified for this quadrant, with
10 being Leaders and one a Rising Star.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

>
accenture

Accenture drives change in life sciences
commercial operations through fair, accessible
strategies and digital innovation. With a focus
on sustainability and cutting-edge innovation,
it accelerates industry advancements, fostering
long-term success and societal impact.

Capgominie®

Capgemini provides comprehensive
commercial solutions, blending consulting,
experience design, tech implementation and
operations for holistic business outcomes. It
delivers exceptional CX and advanced sales and
service solutions through digital engagement
and personalization.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT |

& cognizant

Cognizant delivers end-to-end solutions for life
sciences, focusing on sales, marketing, patient
centricity and market access. Its expertise
spans research, operations, analytics and
digital transformation, driving efficiency and
effectiveness across the value chain.

Deloitte

Deloitte offers holistic commercial solutions,
spanning strategy, marketing, patient
experience and technology integration. Its end-
to-end support optimizes operations and drives
innovation, empowering clients to maximize
value and stay ahead in a dynamic market.

JUNE 2024
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Commercial Operations — Digital Evolution

G genpact

Genpact's sales and commercial team
optimizes product delivery and service to drive
revenue growth. Leveraging industry expertise,
data insights and Al capabilities, they transform
marketing and sales operations, enhancing CX
and loyalty while delivering on commitments.

HCLTech

HCLTech offers comprehensive commercial
operations services with advanced
automation and specialized solutions, driving
marketing and sales excellence and ensuring
compliance and customer engagement.
Through strategic partnerships, it delivers
unmatched value globally.

iSG Provider Lens

inidegene*

Indegene streamlines commercial operations
with cutting-edge technologies like Al and ML,
fostering strategic partnerships for best-in-class
solutions. Future-focused, it embraces GenAl
for campaigns, ensuring clients stay ahead in
the dynamic life sciences landscape.

—

Infosys pioneers commercial transformation
in life sciences with diverse offerings, strategic
partnerships and innovative digital solutions.
With global reach and accolades, it leverages
advanced analytics and tech expertise to drive
revenue and efficiency in the industry.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

. TATA
t& CONSULTANCY
SERVICES

TCS excels in digital solutions, prioritizing
customer-centric strategies and leveraging
advanced technology for enhanced
engagement. With expertise in digital
experience management and intelligent
insights, it drives growth through tailored
sales and marketing initiatives.

Tech
Mahindra

Tech Mahindra leads in life sciences sales and

marketing with GenAl-driven solutions and

o
+’ HEXAWARE

Hexaware (Rising Star) excels in commercial
solutions, using digital engagement,
omnichannel enablement and field force
support. With partnerships, it integrates
cutting-edge technology like GenAl for tailored
solutions, driving growth and efficiency in
commercial operations.

strategic bets in patient experience. Its focus
on advanced technology integration ensures
transformative solutions for operational
efficiency and enhanced customer satisfaction.
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Star of Excellence

A program, designed by ISG, to collect client feedback about
providers' success in demonstrating the highest standards of
client service excellence and customer centricity.



Customer Experience (CX) Insights

In the ISG Star of Excellence™ research on
enterprise customer experience (CX), clients
have given feedback about their experience
with service providers for their Life Sciences
Digital Services.

Based on the direct feedback of enterprise
clients, below are the key highlights:

Industry Average CX Score

A Highest CX:75.6
V Lowest CX:58.7

CX Score: 100 most satisfied, O least satisfied
Total responses (N) = [142]

iSG Provider Lens

Source: ISG Star of Excellence™ research program, Insights till [June] 2024

A Most satisfied

Human Resources

V Least satisfied

Finance

Most Important CX Pillar

Governance and Compliance

Service Delivery Avg % of
Models Work Done

Onsite 45.8%
Nearshore 19.1%
Offshore 35.0%

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

A Most satisfied

Australia/New Zealand

V Least satisfied

Western Europe
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Appendix



Methodology & Team

The ISG Provider Lens 2024 - Life Sciences
Digital Services research study analyzes the
relevant software vendors/service providers in
the Global market, based on a multi-phased
research and analysis process, and positions
these providers based on the ISG Research
methodology.

Study Sponsor:
lain Fisher

Lead Author:
Rohan Sinha

Editors:
Shaurya Vineet and John Burnell

Co-author and Research Analyst:
Sneha Jayanth

Data Analyst:
Rajesh MC

Quality & Consistency Advisors:
Michael Fullwood, Jenn Stein and Randy Tucker

Project Manager:
Sonam Khanna

iSG Provider Lens

Information Services Group Inc. is solely
responsible for the content of this report.
Unless otherwise cited, all content, including
illustrations, research, conclusions, assertions
and positions contained in this report were
developed by, and are the sole property of
Information Services Group Inc.

The research and analysis presented in this
report includes research from the ISG Provider
Lens program, ongoing ISG Research programs,
interviews with ISG advisors, briefings with
services providers and analysis of publicly
available market information from multiple
sources. The data collected for this report
represents information that ISG believes to

be current as of June 2024, for providers who
actively participated as well as for providers
who did not. ISG recognizes that many mergers
and acquisitions have taken place since that
time, but those changes are not reflected in
this report.

All revenue references are in U.S. dollars ($US)
unless noted.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

The study was divided into the
following steps:

1.

Definition of Life Sciences Digital
Services market

. Use of questionnaire-based

surveys of service providers/
vendor across all trend topics

. Interactive discussions with

service providers/vendors on
capabilities & use cases

. Leverage ISG's internal databases
& advisor knowledge & experience
(wherever applicable)

. Use of Star of Excellence

CX-Data

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT

6. Detailed analysis & evaluation of
services & service documentation
based on the facts & figures
received from providers & other
sources.

. Use of the following key
evaluation criteria:

* Strategy & vision
* Tech Innovation

Brand awareness and
presence in the market

Sales and partner landscape

Breadth and depth of
portfolio of services offered

CX and Recommendation

" ®
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Author & Editor Biographies

Lead Author

Rohan Sinha
Lead Analyst

Rohan Sinha is a seasoned professional
with over a decade of experience as an
analyst in the healthcare and life sciences
industries. He has been at the forefront in
offering strategic guidance to industry ClOs,
leveraging a wealth of published research
and extensive interactions with industry
stalwarts. His work has been instrumental
in shaping the strategies and decisions of
organizations in these critical industries.

iSG Provider Lens

Rohan also possesses a keen interest in
the world of Al and GenAl, where he
continually explores the significant impact
of these cutting-edge technologies on the
said industries.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Sneha Jayanth

Sneha Jayanth is a senior research

analyst at ISG and is responsible for
supporting and co-authoring ISG Provider
Lens™ studies on Healthcare, Procurement
service and platform, FAO and other custom
research. She has six years of experience
conducting ICT related research and writing
thought leadership content within various
industries. In her previous role, she handled
market analysis, and market intelligence
and authored reports focusing on the latest
technologies like loT, Al, cloud,

and blockchain.
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Senior Research Analyst

Co-author and Research Analyst

She has also worked in a thought leadership
division in the ICT industry managing blogs,
reports, whitepapers, and case studies. She
is responsible for writing enterprise content
and the global summary report, which
includes market trends and insights relevant
to the border customer landscape.
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Author & Editor Biographies

Study Sponsor IPL Product Owner

Jan Erik Aase
Partner and Global Head - ISG Provider Lens™

Iain Fisher
Director, Research

lain Fisher is ISG's head of industry research and cross industry solutioning he provides Mr. Aase brings extensive experience Now as a partner and global head of

and market trends. major market insights leading to changes in the implementation and research of ISG Provider Lens™, he is very well
to business models and operating models service integration and management positioned to assess and report on

With over 20 years in consulting and to drive out new ways of working. Fisher of both IT and business processes. the state of the industry and make

strategic advisory, lain now focuses on works with enterprise organizations and With over 35 years of experience, he is recommendations for both enterprises

cross industry research with an eye on technology providers to champion the highly skilled at analyzing vendor and service provider clients.

technology led digital innovation, creating change in customer focused delivery of governance trends and methodologies,

new strategies, products, services, and services and solutions in challenging identifying inefficiencies in current

experiences by analysing end-to-end situations. Fisher is also a regular Keynote processes, and advising the industry.

operations and measuring efficiencies speaker and online presenter, having Jan Erik has experience on all four sides

focusgd on redefining customer authored several eBooks on these subjects. of the sourcing and vendor governance

SpeiEnees: lifecycle - as a client, an industry analyst,

Fisher is published, known in the market & SEmiE [peieter Eme e Ee e

and advises on how to achieve strategic
advantage. A thought leader on Future of
Work, Customer Experience, ESG, Aviation

* .
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About Our Company & Research

iSG Provider Lens

The ISG Provider Lens™ Quadrant research
series is the only service provider evaluation
of its kind to combine empirical, data-driven
research and market analysis with the
real-world experience and observations

of ISG's global advisory team. Enterprises
will find a wealth of detailed data and
market analysis to help guide their selection
of appropriate sourcing partners, while

ISG advisors use the reports to validate
their own market knowledge and make
recommendations to ISG's enterprise
clients. The research currently covers
providers offering their services across
multiple geographies globally.

For more information about

ISG Provider Lens™ research,

please visit this webpage.

iSG Provider Lens

iSG Research’

ISG Research™ provides subscription
research, advisory consulting and
executive event services focused

on market trends and disruptive
technologies driving change in business
computing. ISG Research™ delivers
guidance that helps businesses
accelerate growth and create

more value.

ISG offers research specifically

about providers to state and local
governments (including counties, cities)
as well as higher education institutions.
Visit: Public Sector.

For more information about ISG
Research™ subscriptions, please
email contact@isg-one.com,

call +1.203.454.3900, or visit
research.isg-one.com.
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ISG (Information Services Group)
(Nasdagq: Ill) is a leading global technology
research and advisory firm. A trusted
business partner to more than 900 clients,
including more than 75 of the 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
Al and automation, cloud and data
analytics; sourcing advisory; managed
governance and risk services; network
carrier services; strategy and operations
design; change management; market
intelligence and technology research

and analysis.

LIFE SCIENCES DIGITAL SERVICES QUADRANT REPORT | JUNE 2024

Founded in 2006, and based in Stamford,
Conn., ISG employs 1,600 digital-ready
professionals operating in more than 20
countries—a global team known for its
innovative thinking, market influence,
deep industry and technology expertise,
and world-class research and analytical
capabilities based on the industry's most
comprehensive marketplace data.

For more information, visit isg-one.com.
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