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“As enterprises grapple with the enablement of their post-
pandemic, work-from-anywhere future, native automation is 
going mainstream. It is rapidly becoming an essential element of 
enterprise operations transformation—enabling the 
modernization of work through thoughtful process reinvention 
and eradication of soul-crushing manual work. Service providers 
play a critical role in driving transformative solutions and mindset 
change about how and where work gets done.
Elena Christopher, Research Leader, HFS
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1 Introduction and definitions
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Introduction • Welcome to the native automation report of our inaugural HFS OneOffice Services Top 10 
series! Driven by the pandemic, 2020 was the year enterprises recognized digital was no 
longer optional. 2021 and beyond offer enterprises a once-in-an-era opportunity to reinvent 
their businesses and how they interact with customers, employees, and partners. OneOffice 
is our view of what digital transformation looks like in action. 

• Our OneOffice Services Top 10 series assesses the digital transformation capabilities of 
services providers across a trio of core enabling capabilities: 
1. Native automation: The subject of this report, covering services that leverage a range of 

emerging technologies to create intelligent and automated workflows in the cloud 
enabling new "native" standards for consistent cross-functional enterprise operations.

2. Data and decisions: These services are designed to create a culture of data, driving 
new opportunities through interactions, insights, and predictive capabilities and offering 
the ability to access data at a speed that drives critical business decisions.

3. People and process change: Focusing on capabilities in developing and integrating 
people and process change across the services portfolio, such as design thinking, 
change management, skills enablement, and process innovation to drive operations 
excellence.

• The HFS Top 10: Native Automation Services report examines the capabilities of 12 service 
providers. We assessed and rated their native automation service capabilities across a 
defined series of execution, innovation, OneOffice alignment, and voice of the customer 
criteria. The report highlights the overall and subcategory ratings for these best-of-the-best 
participants. 

• This report also includes detailed profiles of each service provider, outlining their rankings, 
provider facts, and detailed strengths and weaknesses. 

• We will issue three distinct Top 10 reports and, once complete, a master OneOffice 
Services Top 10 report built from them. 
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The HFS OneOffice Services: Native automation value chain

Native automation services: Services that leverage a range of emerging technologies to create intelligent and automated workflows in the 
cloud, enabling the new "native" standards for consistent cross-functional enterprise operations. HFS depicts native automation services in a 
value chain:

Implement Manage OptimizeOperatePlan

• Program management for 
process automation

• Process automation and 
customization

• Solution and technical 
design

• Process mining, mapping, 
and updating

• Data extraction from 
heterogenous systems

• Leverage repository of pre-
built components and 
utilities

• Model building and testing
• Intelligent automation 

integration
• Enterprise systems 

integration

• Governance management
• Maintenance of automated 

processes and use cases
• Optimization of BPO 

contracts and shared 
service centers

• Upgrade support
• Help desk
• Support and maintenance
• Testing and QA
• New releases and update 

coordination
• Training and certification
• Acceptance testing
• Change management
• CoE management

• New feature value 
identification and benefit 
analysis

• Ongoing adds, upgrades, 
migrations and 
consolidation

• Integration of relevant 
ecosystem technologies 
and data

• Best practice 
documentation and 
curation

• User community 
participation

• Infrastructure management
• Application management
• IT help desk
• BPO
• IA-as-a-Service
• Real-time analytics
• Identify changes in service 

delivery to support 
changing business 
requirements (e.g., M&A, 
new IT)

• Mandatory regulatory 
adjustment ramification 
and resolution

• Technology advisory
• Vendor selection support 
• Opportunity identification 

and assessment 
• Business case 

development
• Operating model 

evaluation
• IA roadmap
• Compliance and risk 

assessment
• Security implications
• HR and talent strategy 

management 
• Change management
• Governance policy
• Rollout strategy
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The HFS OneOffice—digital transformation in action

The HFS OneOffice is our vision for actionable digital transformation. At its heart is the core concept that emerging technologies combined with 
people, process, and data innovation can break down the silos that limit our success, dissolving barriers between the front and back office to 
create the only office that matters—OneOffice. It represents a mindset shift to collaborative cross-functional enterprise operations powered by an 
integrated stack of emerging tech that complements your core, natively automates your processes, enables your employees and customers, and 
powers your decisions—breaking down your legacy silos in the process. 
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The OneOffice Emerging Tech Platform—powering the journey to 
the OneOffice

Integration/
iPaaS (APIs)

Data 
optimization

Process intelligence

Native
automation

Design processes in the cloud; learn from 
human interaction to keep improving

People and process 
change

Assist and complement human expertise; 
continually learn from interactions and 

feedback

Data and decisions

Identify new opportunities from
data and interactions; provide 

anticipatory insights and forecasts

Enterprise Operations

Workflow Process
orchestration

RPA
AIOps

Intelligent
Document processing

OneOffice applications

Appian, Camunda, IBM, Pega, ServiceNow, 
IPSoft Amelia, EvoluteIQ

RPA: Automation Anywhere, Blue Prism, 
Microsoft, NICE, UiPath

AIOPs: Dynatrace, New Relic, StackState, 
Turbonomics

Celonis, FortressIQ, Kryon, Minit

Boomi, Informatica, MuleSoft, Workato

Ansible, Ayehu, Enate, MS SCORCH

AntWorks, ABBYY, DeepSee, Jiffy, Kofax, 
OpenText, WorkFusion 

Coupa, Salesforce, SAP S/4 HANA, Workday

Analytics: Qlik, Tableau, Yellowfin

Information model

IoT blockchain
Compute hybrid-cloud containers

Change management

Domain and industry 
expertise

Design thinking

Digital fluency skills

Se
cu

rit
y

D
evO

ps / Agile

Enterprise operations

AI: Hive, IBM Watson, Google Cloud Platform, 
AWS, Microsoft Azure AI 

Engagement AI Nuance, Kore.ai, DialogFlow, AWS Lex, 
LUIS, Avaamo

Source: HFS Research, 2021, examples are representative
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Executive summary

1 Native 
automation 
excellence

Native automation is one of three enabling capabilities supporting the journey to OneOffice. It covers services that leverage a range 
of emerging technologies to create intelligent and automated workflows in the cloud, enabling new "native" standards for consistent 
cross-functional enterprise operations. The top five leaders in our study, Accenture, TCS, Infosys, IBM, and Capgemini, showcased 
exemplary capabilities across the assessment criteria, demonstrating the inclusion of automation as a standard “native” element of 
transformed enterprise operations. 

2 Execution Native automation is scaling, but most engagements are still at the front end of the value chain in planning and implementation 
stages. Native automation is an essential element of enterprise operations transformation. But remember, the value is from working 
smarter and solving problems, not from successfully implementing a single-thread technology. The increase in outsourcing and 
managed services deals points to automation truly becoming a native element of enterprise operations. 

3 Innovation Native automation engagements are becoming more tech-diversified, but robotic process automation (RPA) is still the dominant 
technology. RPA and process intelligence have become the power couple of automation engagements, packing a powerful combo 
punch of understanding and automating processes then measuring the impact of the automated processes. Study participants tell us
RPA and hyperscalers dominate their partner landscape, with Automation Anywhere (AAI) and UiPath as co-leaders; almost 70% of 
respondents named them as a top automation partner, followed closely by MS Azure and AWS, reminding us that ecosystems are 
changing and on-prem was so pre-pandemic.

4 OneOffice
alignment

Service providers say they are delivering OneOffice digital transformation in an average of just 65% of their native automation 
engagements. This suggests the need to work harder to forge the link between native automation and its essential role in delivering 
OneOffice transformation. It’s time to walk the walk: Take the OneOffice message beyond the thought leadership and into the deal.

5 Voice of the 
customer

Native automation customers speak, and they want proactive recommendations! One hundred percent (100%) of the customers we 
interviewed indicated they regard their native automation service provider as a strategic partner. Enterprises largely recognize and 
appreciate services providers’ proven expertise, skills, innovation, and scale that helps make their businesses better. But they want 
their service provider partners to challenge them and provide more proactive ideas for improvement. 
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Native automation scale is on the rise, but the majority of 
engagements are still at the front-end of the value chain

Revenue contribution across the native 
automation value chain

7%

11%

46%

36%

 POC

 Pilot

 Implementation or
early state production

 Scaled production
environment

Current state of native automation services 
engagements

Operations has become the single largest 
contributor to automation revenue. 
While the majority of the revenue still sits at the front of 
the value chain in planning and implementation, this shift 
to outsourcing and managed services deals underscores 
the trend of automation being increasingly embedded in 
domain- and industry-specific solutions rather than 
straight up on-prem tech investments. We are hearing 
enterprises asking for more optimization. 

With scale comes value, but don’t buy that 
UiPath stock yet. 
HFS’ demand-side data showed earlier this year that 
about a third of enterprises are realizing value with 
automation. Our supply-side data below aligns with this 
finding as automation engagements continue to scale and 
deliver value. But remember, the value is from working 
smarter and solving problems, not from successfully 
implementing a single-thread technology. 

Native automation goes 
mainstream.
As enterprises grapple with enabling their post-pandemic, 
work-from-anywhere future, our growth and scale data 
underscores that native automation is here to stay. It is an 
essential element of enterprise operations 
transformation—enabling the modernization of work. 
Service providers play a growing role in driving 
transformative solutions and mindset change about how 
and where work gets done. 

Source: HFS Research, 2021
N = 13 service providers

17%

36%

37%

10%
Plan

Implement

Manage & Operate

Optimize

14K Service provider clients partaking 
of native automation services

$22B

32%

Total revenue generated from 
native automation engagements 

Average year-over-year growth 
in providers’ native automation 
services revenue

https://www.hfsresearch.com/research/stop-the-prop-its-time-to-stop-propping-up-legacy-and-calling-it-transformation/


Excerpt for Infosys 12TOP 10 © 2021 | HFS Research Ltd.

Native automation engagements are becoming more tech 
diversified, but RPA is still the dominant technology

• We asked our study participants to comment on the average 
contribution of the core elements of HFS’ Emerging Tech Platform
to their native automation engagements. 

• Across more than 14,000 clients, service providers indicated that 
the leading technology component in their native automation 
engagements is RPA (61%); process intelligence ranked in the #2 
slot, represented in 52% of engagements. 

• RPA and process intelligence have become the power couple of 
automation engagements, packing a powerful combo punch of 
understanding and automating processes then measuring the 
impact of the automated processes.

• Critically, while RPA may still be a headline, the real takeaway is 
that automation is diversifying away from RPA-only solutions. 
Diversity is critical for scale, long-term success, and enabling 
enterprise automation (inclusive of IT and business) and the 
OneOffice.

• The #3 position, OneOffice Enterprise Applications (47%), serves 
to remind us that many enterprises regard the core applications 
running their businesses as the primary conduit for automation.

• Lastly, while there is no podium for #4, workflow and process 
orchestration are worth a mention as many enterprises and their 
service provider partners are leveraging low-code applications to 
nimbly build automation into applications and workflows and 
manage them.

Average contribution of the core emerging tech stack elements 
to native automation engagements

Integration/
iPaaS (APIs)

Data 
optimization

Process intelligence

Enterprise Operations

Workflow Process
orchestration

RPA
AIOps

Intelligent
document
processing

OneOffice applications

Information model

IoT blockchain
Compute hybrid-cloud containers

Enterprise operations

Engagement AI

D
evO

ps / Agile

Se
cu

rit
y

46%

61%

31%

52%

45%

33%

46%

34%

47%

42%

The OneOffice Emerging Tech Platform

Source: HFS Research, 2021
N = 13 native automation service providers over 14,000+ enterprise customers
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RPA and hyperscalers dominate the partner ecosystem for native 
automation services

• We asked study participants to indicate their top three 
third-party partners for native automation.

• Overall, RPA and hyperscalers dominated the partner 
landscape. 

• RPA software companies Automation Anywhere (AAI) 
and UiPath were co-leaders; nearly 70% of 
respondents named them as a top automation partner. 
UiPath led in terms of trained resources. Blue Prism 
made the list but trailed behind in mentions as a top 
partner and trained resources. 

• Hyperscalers Microsoft Azure and AWS tied for second 
place for partnerships but were blazingly dominant in 
trained headcount, underscoring the importance and 
role of cloud, data, and AI in native automation. GCP 
also made the list but ranked well behind its 
hyperscaler compatriots as a preferred partner and 
trained resources.

• ServiceNow and Celonis rounded out the preferred 
partner list, pointing to SNOW’s enterprise operations 
traction and Celonis’ continued Cinderella journey as 
the go-to partner for process intelligence. 

• Almost making the chart were ABBYY, Amelia, Appian, 
EvoluteIQ, IBM Watson, Jira, Salesforce, SAP, and VM 
Ware.

Service providers’ top native automation partners and 
associated trained resources 

Source: HFS Research, 2021
N = 13 native automation service providers

69% 69%

62% 62%

38%

23%

15% 15%

11,796

18,075

68,042

35,042

1,125

8,442
6,100

700 0
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Service providers must overcome their OneOffice reality gap

• On average, of the service providers responding in this research, 
65% of automation engagements deliver digital transformation in 
line with the HFS OneOffice model. They  are making efforts to 
minimize front-, middle-, and back-office silos for their customers.

• We would expect this to correlate more closely with the providers’ 
perception of the progress of their own internal journeys to 
OneOffice. That stands at a self-scored average 85%.

• The gap (65% delivered reality vs. 85% internal perception) may 
be partially accounted for by the lag in sales and delivery cycles.

• But in some cases, the gap is as high as 50-60 points between 
individual service providers’ scores. The gap is always in favor of 
their own internal journey vs. the one they have been able to take 
their clients on.

• This suggests all service providers, to a greater or lesser degree, 
need to work harder to forge the link between native automation 
and its essential role in delivering OneOffice transformation—and 
take it beyond their thought leadership and into their deal making.

Delivery trails behind OneOffice ambitions

Reality: Average % of native automation engagements delivering 
digital transformation
Perception: Average % score self-awarded by service providers 
vs. their own journey to OneOffice

64
85

Reality Perception

%

%
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Native automation customers speak, and they want proactive 
recommendations
• We consider you a strategic partner. One hundred percent (100%) of the native automation references we interviewed indicated that 

they regard their native automation service provider as a strategic partner. 
• You understand us and make us better. We compiled the unique strength themes enterprises shared with us about their native 

automation service providers. While the wording varied, enterprises largely recognize and appreciate services providers’ proven expertise, 
skills, innovation, and scale that helps make their business better. 

• But partnership is built on give and take. The development areas cited by enterprises for their native automation service providers 
coalesced around themes of “don’t just do what we tell you,” “challenge us,” and “make recommendations, and while you’re at it, be sure to 
remedy clear risk and performance issues that will undermine our progress.” 

Native automation service provider strengths Native automation service provider challenges

Proactive with ideas, scale, innovation, responsive, 
understanding of business, reliable continuity, take full ownership, 
investment, live up to the promise, experience, speed, tech skills, 
flexibility, transparency and trust, industry and domain expertise, 
continuous improvement

Need to be practical about innovation, delivery location risk 
diversification, cost, more proactive recommendations, piecemeal 
solutions not power of full partner, manage to metrics not results, 
more value-add beyond defined service scope, learning on our 
dime, too matrixed, attrition issues, more best practices from 
other industries, IT skills, challenge us
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3 Research methodology
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Service providers covered in this report
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This report relied on myriad data sources to support our methodology and 
help HFS obtain a well-rounded perspective on the native automation 
service capabilities of the service providers covered in our study. Sources 
are as follows:

Sources of data

RFIs and briefings
RFIs: Each participating vendor 
completed a detailed RFI.

Vendor briefings: HFS conducted 
briefings with executives from each 
vendor. 

Reference checks
We conducted reference checks with 
60+ active clients of the study 
participants via detailed surveys and 
phone-based interviews. 

HFS vendor ratings
Each year, HFS fields multiple 
demand-side surveys in which we 
include detailed vendor rating 
questions. For this study, we 
leveraged our fresh from the field 
HFS Pulse Study data featuring ~750 
vendor ratings from enterprises 
using native automation services. 

Other data sources
Public information such as press 
releases, web sites, etc.

Ongoing interactions, briefings, virtual 
events, etc., with in-scope vendors 
and their clients and partners.
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How we assessed service providers for the HFS OneOffice
Services: Native Automation Top 10 study

This study evaluates the capabilities of native automation (NA) service providers based on execution, innovation, voice of the customer 
(VOC), and a new criteria for 2021, alignment with the HFS OneOffice model—our vision for digital transformation. Details include:

Innovation OneOffice Alignment Voice of the customer
• Strategy and vision: Vision for the NA 

business, credibility of growth strategy and 
roadmap, identifiable investments in 
strategy, clear articulation of value 
proposition.

• Technology innovation: Cultivation of 
internal IP, patents, NA solution combos, 
use of best-of-breed partner tech, start-up 
ecosystem approach, investment in R&D.

• Co-innovation and collaboration: Co-
development approaches with NA clients, 
co-innovation centers, creative commercial 
models.

• Alignment with the HFS OneOffice
model: Ability to help NA clients connect 
the front, middle, and back offices and 
realize transformation potential.

• Internal OneOffice alignment: Vendor’s 
internal alignment with OneOffice.

• One face to the customer: Vendor’s 
ability to represent its full capabilities to its 
clients.

• Change management and digital 
fluency: Formal approach to change 
management, ability to drive digital fluency 
internally and externally.

• Reference checks: Direct feedback from 
enterprise clients via reference check 
interviews and surveys.

• HFS voice of the customer vendor rating 
data: Ratings by active NA clients of in-
scope service providers. 

• Referenceability: Provision of references 
and reference responsiveness.

25% 25% 25%25%

Execution
• Breadth and depth: Formalized native 

automation capabilities and offerings, 
leadership, domain and functional 
experience, delivery abilities.

• Scale of native automation business: NA 
resources, talent cultivation, geographic 
coverage, industries covered, number of 
clients, NA revenue and revenue 
contribution, scale of client engagements.

• Growth of NA business: Year-on-year 
revenue growth, client growth, resource 
growth, NA offering expansion.
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4 Top 10 results 
OneOffice Services: 
Native Automation, 2021
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Top 10 native automation services—summary of providers 
assessed in this report
Providers
(alphabetical order)

HFS point of view

Accenture Driving native automation internally and externally with its Applied Intelligence Network 

Capgemini Using native automation to enable the Frictionless Enterprise

Cognizant An operations-led approach to native automation, enhanced by the broader power of Cognizant and a singular focus on the 
customer 

EXL Using native automation to reinvent process flows as digital data flows

Genpact Using native automation to create a world that works better for people

HCL Offering a platform approach to drive intelligent native automation into development and operations

IBM Helping companies transform into virtual enterprises enabled by intelligent workflows

Infosys Using native automation to help clients transform into sentient “Live Enterprises”

NTT DATA Data-led healthcare and public sector expert placing automation at the heart of digital transformation

TCS Leveraging native automation to help clients transform into borderless enterprises

Wipro Helping its clients drive “experience transformation” enabled by native automation

WNS A process and domain specialist using native automation to co-create digital transformation so its clients can outperform
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Notable performances in OneOffice Services: 
Native Automation, 2021

HFS Winners Circle
Top five providers overall across execution, innovation, OneOffice alignment, and voice of the customer criteria 

#1 #2 #3 #4 #5

Execution powerhouses
Top three providers on execution 

criteria

Innovation champions
Top three providers on innovation 

criteria

OneOffice alignment
Top three providers aligned to 

OneOffice

Outstanding voice of the 
customer

Top three providers on voice of the 
customer criteria

#1 #2 #3 #1 #2 #3 #1 #2 #3 #1 #2 #3

Other notable performances
• Infosys took a well-deserved #2 slot among our execution powerhouses, thanks to stellar growth (ranked #1) from an already strong position of scale (ranked #5) plus high 

performance in breadth-and-depth of capabilities.
• Cognizant secured the #2 position among our innovation champions, supported by acquisitions in the collaborative solutions space and in the top five performances for strategy and 

vision and innovations in technology.
• EXL and WNS crash the voice-of-the-customer party thanks to high-scoring reviews from their business process-focused clients. Genpact was also a top-five performer in this 

category.
• HCL scored highest (#1) for co-innovation and collaboration, one of the high-value categories making up our overall innovation criteria, in which it made the top three overall. It also 

makes an appearance in the top three for growth, in our execution categories.
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HFS Top 10 rankings
OneOffice Services: Native Automation, 2021

Rank

Overall HFS 
Top 10 

position

Execution Innovation
OneOffice 
alignment

Voice of the 
customer

Breadth and 
depth of 

capabilities
Scale Growth Overall 

execution
Strategy and 

vision
Tech 

innovation

Co-innovation 
and 

collaboration

Overall 
innovation

#1

#2

#3

#4

#5

#6

#7

#8

#9

#10
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Relevant M&A and partnerships Key clients Operations Flagship internal IP and technologies

Acquisitions:
• Must be directly relevant to native 

automation
• Nothing before 2017

Key partnerships:
• Must be directly relevant to native 

automation
• Includes only most significant partner

Key clients include: 
• Names preferred
• No more than 10
• Breakdown by industry 

Dedicated headcount for native 
automation services:

R&D centers and innovation 
labs:
• Xxx

Geographic delivery spread: 
• North America: n%
• Europe
• Asia Pacific
• Middle East/Africa
• Latin America
• Other (specify)

• Native automation focused

Strengths Development opportunities

• Approach to native automation services. How formalized are the company’s capabilities in terms of leadership, organization, 
offerings, GTM approach, and identifiable investments in strategy.

• Key differentiators. 
• Ability to help clients drive value with native automation. Proof points and client examples that showcase how the provider is 

helping clients make automation native, including notable business benefit examples.
• Technology innovation. Notable partnering approach, IP, R&D, etc.
• Customer kudos. From references and HFS surveys and enterprise interactions.

• What we’d like to see more of. 
• What we’d like to see less of. 
• Customer critiques. From references and 

HFS surveys and enterprises interactions.

How to read our summary statements regarding each 
providers’ native automation services capabilities
Dimension Rank

HFS Top 10 position #

Ability to execute #

Breadth and depth of 
native automation 
capabilities

#

Scale #

Growth #

Innovation capability #

Strategy and vision #

Technology innovation #

Co-innovation and 
collaboration #

OneOffice alignment #

Voice of the customer #

Logo

Sections and headings are standardized for all native automation profiles
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Strengths Development opportunities

• Approach to native automation services. Infosys is helping its clients transform into cognitive and continuously learning organizations. This is its 
concept of the “Live Enterprise,” which preceded the pandemic and has continued to gain steam as enterprises realize more than ever how they must 
digitally evolve. It is its own best customer as it continues to break down its internal silos through people and process change, data-driven processes with 
AI at the core, and automation-first approaches that eliminate manual work and enable self-service digital processes. Infosys has created a combined 
business unit for automation and AI services in order to truly drive intelligent automation with leadership tasked with both client-facing and internal 
automation. 

• Key differentiators. The power of Infosys’ internal transformation very legitimately informs its client facing capabilities. This is broader than native 
automation but certainly applicable. Aside from deep capabilities and delivery footprint, Infosys has actively driven automation into its internal 
operations—embedding automation in all service lines, with outcomes and results reported to the board. It more recently better coupled AI and 
automation, realizing futureproof process reinvention cannot be deterministic. Applied AI must play a role. 

• Ability to help clients drive value with native automation. Examples: A CPG major’s D2C transformation: Infosys worked on process transformation 
and automated insights, cutting online bounce rate by 30%.A Telco: Aimed to cut time to deliver services in B2B and B2C. Infosys applied devops, 
orchestration engines, new platforms for order handling and visibility and saw a 27% increase in sales pipeline, and order submission time cut from 30 
days to 30 minutes. Technology innovation. Infosys established a $500 million innovation fund for development and R&D for AI and automation along 
with other emerging technologies. It additionally established account-specific innovation funds to ensure it drives innovation back to its clients. It has been 
awarded 457 patents thus far in the cognitive automation space. The firm has a separate product division, EdgeVerve, which offers its own RPA, IDP, 
and other automation tech to complement the IP it developed for its services business. It maintains a collaborative ecosystem of relationships with tech 
vendors, open-source partners, platform providers, and academia.

• Customer kudos. Clients rate its tech skills, problem-solving capabilities, and ability to access an ecosystem of capabilities. Clients also praise Infosys’ 
delivery resource quality, including its strong technical competency around internal IP and third-party tools.

• What we’d like to see more of. Infosys is doing a 
strong job of driving automation from the bottom up 
(e.g., process optimization) and top down (e.g., apps 
and data modernization). But automation seems to get 
lost in the wash in large transformation initiatives. The 
transformed state of operations is prime for showcasing 
native automation. We’d like to see the ongoing role of 
native automation called out as a standard feature of 
Live Enterprises.

• What we’d like to see less of. The flip side of the 
above point is automation, which is still routinely 
couched as a great lever to drive cost savings and 
efficiency. While true, it keeps the value narrative set at 
RPA rather than enterprise automation.

• Customer critiques. Improve presentation skills to 
better engage business users. Be prepared to place 
logical requirements ahead of willingness to please in 
order to build sustainable solutions.

Relevant M&A and partnerships Key clients Operations Flagship internal IP and technologies
Acquisitions:
• 2021: Carter Digital
• 2020: Simplus, Kaleidoscope 

Innovation, Blue Acorn iCi, Guidevision
• 2018: Wongdoody
• 2017: Brilliant Basics

Key partnerships:
• Platform providers: Microsoft, 

Amazon, IBM
• RPA: Blue Prism, UiPath, Automation 

Anywhere
• Start-ups: Trifacta, IdeaForge
• Open source: Red Hat, Mongo dB)
• Academic: Stanford, Purdue

Number of native automation clients: Not 
disclosed 1,600+

Key clients include:
• A UK multinational in oil and gas
• Leading Australian telco
• Global provider of insurance, annuities, and 

employee benefits
• Global engineering and service company with 

presence in over 60 countries
• German fashion multinational
• Electronics giant in health tech
• American multinational delivery services 

company
• A global supply chain specialist, serving the 

automotive, consumer, industrials, and retail 
verticals

• A Chinese multinational consumer tech company
• A major financial services company

Dedicated headcount for native 
automation services: 14,500+

R&D centers and innovation labs:
• Infosys has R&D centers, innovation 

hubs and experience studios across 
US, Europe, and APAC.

Geographic delivery spread: 220 
locations in 46 countries
• North America: 23%
• Europe: 25%
• Asia Pacific: 46%
• Middle East/Africa: 3%
• Latin America: 3%

• Granted 457 patents in cognitive automation space. 250 more filed and 
are awaiting grant. The pipeline has notably delivered:

• Applied AI: Infosys applied AI helps enterprises adopt a comprehensive 
approach and roadmap to scaling enterprise-grade AI for their 
businesses.

• Infosys Live Enterprise suite: An offering enabling enterprises to 
accelerate digital transformation to drive intuitive decisions, build 
responsive value chains, and deliver perceptive experience. It helps 
create a polycloud environment and navigate multiple clouds. The suite 
adds intelligence to the enterprise core to constantly sense changes, 
respond, and evolve. It helps reimagine user experience with hyper 
personalization and accelerates transformation through industry and 
functional solutions.

• Infosys Cognitive Automation Studio: Enabling backend 
transformation through intelligent automation.

• LEAP (Live Enterprise Application Management Platform): Platform-
centric approach for AMS services.

• Infosys Cobalt: A set of services, platforms, and solutions to multiply the 
effectiveness of the cloud-powered enterprise.

Using native automation to help clients transform 
into sentient “Live Enterprises”
Dimension Rank

HFS Top 10 position #3

Ability to execute #2

Breadth and depth of 
native automation 
capabilities

#3

Scale #6

Growth #1

Innovation capability #7

Strategy and vision #5

Technology innovation #4

Co-innovation and 
collaboration #9

OneOffice alignment #3

Voice of the customer #4
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David Cushman is a digital strategy and innovation 
expert with experience in start-up, scale-up, and large-
scale digital transformation programs. He has a 
lifelong fascination with “what-comes-next” and is 
always striving to understand the impact of emerging 
technologies on how we live, work, and create value. 
With a combination of tech nous (from data and CRM 
to decisioning, ML, and AI through to analytics and 
human behavior), and practice leadership in CX/Digital 
Strategy Advisory, David is an integral part of the HFS 
OneOffice Platform dream team. He leads our 
Emerging Technology Practice and coverage of our 
HFS OneOffice Hot Vendors program. David is an 
internationally published author (The 10 Principles of 
Open Business – Palgrave-Macmillan 2014) and an 
experienced Tier-1 Services Consulting Director.

David Cushman
Practice Leader

david.cushman@hfsresearch.com

Elena Christopher is Research Leader at HFS. Elena 
leads HFS’ coverage of banking and financial services 
(BFS) informed by more than two decades of 
collaboration and advisory work with financial services 
firms across banking, capital markets, and regulatory 
compliance. Her industry alignment is complemented 
by her emerging technology coverage of Triple-A 
Trifecta change agents—AI, automation, and smart 
analytics—buttressed with years of delivering tech-
enabled services. Elena helps HFS maintain its 
position as the strongest impact thought leader for 
business operations and IT services research.

Elena Christopher
Research Leader

elena.christopher@hfsresearch.com

Phil Fersht is widely recognized as the world’s leading 
independent analyst focused on the alignment of 
business operations and technology spanning over two 
decades. He has a global reputation for calling out the 
big trends, being unafraid to share his honest views, 
and driving a narrative on the technology and business 
services industries that shape many leadership 
decisions. His reputation drove him to establish HFS 
Research in 2010. Fersht coined the term “OneOffice” 
in 2016 to describe HFS Research’s vision for future 
business operations amidst the impact of cloud, 
automation, AI, and disruptive digital business models.

Phil Fersht
CEO & Chief Analyst

phil.fersht@hfsresearch.com

HFS Research authors



Excerpt for Infosys

TOP 10

HFS is a unique analyst organization that combines 
deep visionary expertise with rapid demand side 
analysis of the Global 2000. Its outlook for the future is 
admired across the global technology and business 
operations industries. Its analysts are respected for their 
no-nonsense insights based on demand side data and 
engagements with industry practitioners. 

HFS Research introduced the world to terms such as 
"RPA" (Robotic Process Automation) in 2012 and more 
recently, the HFS OneOfficeTM. The HFS mission is to 
provide visionary insight into the major innovations 
impacting business operations such as Automation, 
Artificial Intelligence, Blockchain, Internet of Things, 
Digital Business Models and Smart Analytics. 

About HFS
Insight. Inspiration. Impact.

www.hfsresearch.com

hfsresearch

www.horsesforsources.com

http://www.hfsresearch.com/
https://www.linkedin.com/company/hfs-research/
https://www.horsesforsources.com/

