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ISG Provider Lens™ delivers leading-edge and actionable research studies, reports 

and consulting services focused on technology and service providers’ Strengths and 

weaknesses and how they are positioned relative to their peers in the market. These 

reports provide influential insights accessed by our large pool of advisors who are 

actively advising outsourcing Player8s as well as large numbers of ISG enterprise 

clients who are potential outsourcers. 

For more information about ISG Provider Lens™ studies, please email ISGLens@

isg-one.com, call +1.203.454.3900, or visit ISG Provider Lens™.

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. 

For more information about ISG Provider Lens™ studies, please email  
ISGLens@isg-one.com, call +1.203.454.3900, or visit 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 November 2021 for providers who actively participated 

as well as for providers who did not. ISG recognizes that many mergers and acquisitions 

may 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. 

The lead author for this report is Sushma Kaza. The editor is Sajina B and Mark 

Brownstein. The research analyst is Arjun Das and the data analyst is Sarida Khatun. 

The Quality and Consistency Advisors are Christian Huschebeck, Jay Woldar and  

Yadu Singh. 
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There are no proof points to demonstrate that digital transformation in banking has 

substantially increased profitability and ROI. The U.K. households have an internet 

penetration of 96 percent, signifying substantial potential for open banking access. Global 

technological spend is forecasted to be around US$1.4 trillion in 2022.

Core Modernization and Integration Services

The global core banking software market generated around U.S. $29 billion in 2020.

Core is shifting to the cloud: Many banks operate legacy mainframe core banking 

platforms that date back to the 1980s and 1990s. They tend to be complex and are 

either proprietary or heavily customised. There have been major changes in the industry, 

including regulatory, payments, data privacy, cross border, and digital services. Instead 

of propagating these changes throughout the system, the banks just added new layers 

of technology to accommodate the new products, regions, channels, and functions. It is 

imperative for all FIs, regardless of size, to modernise their core platforms to meet the 

expectations of their customers and regulators and operate cost-effectively while adding 

digital capabilities.

Therefore, banks are now shifting to other platforms such as service-oriented platforms 

and cloud-native platforms. While service-oriented platforms are offered as cloud-based 

EXECUTIVE SUMMARY
Digital Banking Services 2021 — U.K.

The U.K. banking system is fundamentally oligopolistic in structure. This implies that the 

majority of the IT service providers’ revenues will come only from a few large banks. To 

reduce the dominance of the “Big Four” high street banks, the Bank of England opened 

the Britain’s interbank payments system to increase the competition by allowing fintech 

firms to enter the market. Bank of England’s “the Open Banking Initiative” requires banks 

to share customer information if a customer requests it. Currently, there are 89,000 

finance firms operating in the U.K. — by far the largest in the world. This has helped boost 

London’s global status as a digital banking leader. Brexit decoupled the U.K. from the EU 

and stabilised its position.

Traditional banks are experiencing a 22 percent decline their market share share and 15 

percent loss in revenue, and over one-third of new revenue is being garnered by the new 

entrants. The four large U.K. banks (HSBC, Barclays, RBS, and Lloyds) are shutting down 

unprofitable branches at a rate of sixty per week, along with their ATMs. Over-the-counter 

business is being migrated to post offices. Traditional banks are shifting to app-based 

services. They are consolidating their position in areas such as overdrafts, an area where 

the new challengers - fintechs are weaker. Challengers are now taking over their current 

account business.
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software-as-a-service (SaaS) subscription models, cloud-native platforms leverage 

microservices-based architecture with APIs. Furthermore, cloud-native platforms support 

real-time processing and are highly cost effective because they are offered as a pay-per-

use subscription model. Lighter Cloud-based versions of the core are being provided 

by Thought Machine and Mambu. For instance, U.K. fintech Thought Machine offers a 

cloud-native platform to various prestigious clientele, which include JP Morgan Chase, 

Lloyds Banking Group, Atom Bank, Standard Chartered, and Sweden’s SEB. Large banks 

such as Royal Bank of Scotland and BNP Paribus are also the major clients of IBM. Further, 

banks are “hollowing out the core” - that is they are decoupling insights, analytics, and 

business tools from the core banking platform. This will allow the platform to focus on its 

core functionality – that of a system of records.

Demand for third-party integration is on the rise: Banks are seeking IT service 

providers that offer commercial off-the-shelf products through customised engagements. 

Two factors are driving the core modernization segment. The first factor is demand for 

emerging technologies such as AI, machine learning, natural language processing (NLP), 

blockchain, and RPA. The second factor is demand for relevant skillset in Agile and DevOps 

methodologies.

New pricing models for core modernization: 

	� Operate and transfer models: In this model, the IT service providers are held 

accountable for migrating and/or upgrading systems. In some cases, as the client 

transitions to cloud-native platforms over the contract period, the operating expenses 

are held constant.

	� New tools at no extra cost: Newer proprietary tools that support transition to the cloud 
are being offered at no extra cost, making them highly cost-effective.

	� Bundle pricing: IT service providers offer bundle pricing for modernising an array of 

related systems or retiring them altogether.

New approaches to core modernization:

	� Low-code platforms gaining traction: Low-code platforms carry out complex tasks and 

integrations by pointing and clicking rather than writing the code. They are integrated 

with AI and machine learning capabilities. 

	� Easier business rule extraction: Improved mining technologies are making it easier to 

extract the business logic so that the legacy code can either be refactored, removed, or 

replaced with microservice architecture.

	� Improved incremental modernization: Using a set of increasingly sophisticated mapping 

tools, logical subgroupings can be identified, and legacy interfaces can be severed, 

replacing them with API-based architecture. Over time, these services can be optimised 

for a more predictable and consistent performance.

Banking Governance, Risk and Compliance Services

The global GRC market generated around US$6 billion in 2020.
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	� Climate risk KPIs on the rise: For example, Infosys is building frameworks on 

emerging themes such as climate change to assess its impact on KPIs of banks.

Transformational and Digital Banking Services 

The global digital transformation market in banking generated U.S. $55 billion in 2020.

	� Pandemic is the tipping point for digital transformation services: Earlier, 15-18 

percent of banks had adopted cloud technologies. However, currently, more than 50 

percent of banks are competing to become cloud-first. Furthermore, the pandemic 

induced lockdowns have made contactless services an imperative. This in turn has 

made omnichannel enablement a critical feature of bank service delivery. 

	� Demand for hyper-personalised services to deliver Uber-like UX: Banks want 

IT service providers to enable them to leverage emerging technologies such as AI, 

machine learning, RPA, and blockchain to deliver hyper-personalised services focusing 

on UX to their customers. This will improve revenue opportunities and optimise costs.

Payment and Card Processing Services 

The global payment and card processing market size was estimated at US$138 billion  

in 2020.

	� Rising regulatory scrutiny and compliance costs driving growth for regtech: Banks 

are facing challenges due to rising regulatory scrutiny and costs. As a result, the demand 

for regtech is increasing. This has become even more imperative in the post-COVID 

world, where external risks are shutting down businesses and increasing the credit risk 

and non-performing assets (NPAs) of banks. The high growth areas include data privacy, 

enterprise risk, cybersecurity, financial crime, and risk management.

	� Digital GRC is gaining market traction: Moving to the cloud enables the banks to 

respond quickly to any changes in regulations, and to dynamically adjust their risk 

weighted assets and NPAs, and undertake stress tests. Also, emerging technologies can 

be easily implemented. Such offerings save time, money and effort when compared to 

on-premises implementation of GRC. 

	� Clients demand in-built compliance and risk features for cost effectiveness: The 

demand for cost-effective digital transformation is increasing. Also, software, services 

and processes being digitised must have risk and compliance capabilities in-built in 

them. 

	� Banks are regulated but fintech is not: Third-party risk is emanating for the banks 

from the exponentially rising fintech, which may not have adequate internal compliance 

systems. These include, for instance, lack of KYC at the associate fintech.
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	� The U.K. is at the forefront of fintech and the open banking revolution: The U.K. is 

leading the way to the world by embracing the fintech revolution to become the most 

disrupted traditional banking market in the world. With 15 percent of overall revenues 

and 30 percent of new revenue going to fintech firms, banks are struggling to fend off 

the relentless assault. The U.K. is the first country in the world to deploy a regulatory 

fintech sandbox to execute new products and services. PSD2 paved the way for open 

banking with 94 percent of fintechs using open banking for current services and 81 

percent for enabling new services. With 96 percent internet penetration, the U.K. is 

poised to take advantage of the open banking revolution in the country. 

	� Cross-border, real-time, and secure transactions are driving payments: Emerging 

technologies such as blockchain are eliminating the need for central authority and 

transaction costs to provide a truly seamless and secure experience.

	� Big tech is a game changer: In addition to fintechs, there are many big techs such as 

Amazon, Apple and Meta (formerly Facebook) that are progressing with superior UX 

offerings. They have a formidable advantage in routing the traffic of millions of dollars 

via mobile payment apps and other in-built payment apps. Their abundant financial 

resources help them have a higher staying power in the low margin, high volume world 

of payments.
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Definition  
The Digital Banking Services 2021 study analyses companies in four 
distinct areas of consultative, professional, and managed services. 
In light of COVID-19 pandemic, the banking industry is undergoing 
massive digital disruption, with online deposits, mobile apps, and 
e-bill payments fundamentally becoming the norm. Banks are seeking 
professional service providers to help them embrace innovation and 
tackle the ever-changing challenges of the present digital world, while 
staying competitive and attracting or retaining customers. To cope with 
these challenges, banks are primarily seeking advisory and operational 
support to evolve digitally by transforming established client services 
and building a robust foundation for digital services. In addition, banks 
use professional services for specific businesses to free resources and 
focus on the above-mentioned establishment of the digital strategy. 

55

Simplified illustration

Digital Banking Services 2021

Core Modernization and Integration Services Banking Governance, Risk and Compliance Services

Transformational and Digital Banking Services Payment and Card Processing Services

Source: ISG 2021
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ISG has identified that business leaders in banking and financial institutions are 
shifting their focus toward digital solutions and services, which can help improve 
customer engagement as well as enable faster onboarding and deeper analytics 
on spend and investment, along with cross-sell opportunities. Service providers 
offering transformational and modernisation services that help in faster transition 
to a digital, omnichannel platform are in demand. Bank executives expect these 
providers to offer robust services with deep functional and domain expertise that 
help improve customer experience as well as revenue opportunities.

Core banking modernisation and integration continues to lead the list of priorities 
among banks investing in digital transformation initiatives. As banks increasingly 
prefer to modernise specific functional modules of the core banking system, service 
providers have been offering modularised application development to quickly 
integrate necessary functionalities and kick start relevant services within a short 
duration. Service providers are strengthening their experience across several core 

banking platforms and investing in vendor/platform agnostic integration approaches. In addition 
to core modernisation, banks are focusing on digitalising their front- and back-office processes 
utilising emerging technologies and solutions such as automation, AI, advanced analytics, IoT, 
cloud, and security. With banks facing challenges in successfully meeting regulatory requirements, 
Governance, Risk and Compliance services also remain a top priority. In addition to managing 
regulatory risk, service providers are expected to offer financial, operational, IT, and fraud risk 
management services. Payments and cards processing is another key area of investment among 
banks, and recent advancements in digital payment technologies allow banks to offer high levels 
of personalisation and faster transaction capabilities to customers.

66
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Definition (cont.) 

Introduction

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

	� Transparency of the strengths and weaknesses of relevant providers

	� Differentiated positioning of providers by segments

	� A perspective on the U.K. market

Our study serves as an important decision-making basis for positioning, key 
relationships, and go-to-market considerations. ISG advisors and enterprise clients 
also leverage information from these reports for evaluating their current vendor 
relationships and potential new engagements.

77

Scope of the Report
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Provider Classifications

The provider position reflects the suitability of IT providers for a defined market 

segment (quadrant). Without further additions, the position always applies to all 

company sizes classes and industries. In case the IT service requirements from 

enterprise customers differ and the spectrum of IT providers operating in the local 

market is sufficiently wide, a further differentiation of the IT 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 IT providers according to their focus 

area. As a result, ISG differentiates them, if necessary, into two client target groups that 

are defined as follows:

	� 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.

	� Large Accounts: Multinational companies with 5,000 or more employees or revenue above $1 

billion, with activities worldwide and globally distributed decision-making structures.
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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.

Provider Classifications

Leader

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.

Product 
Challenger

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.

Market  
Challenger

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.

Contender

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 both products and 

services and a sensible market 

approach with a goal of becoming a 

Product or Market Challenger within 

12 to 18 months.
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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. 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).

Provider Classifications (cont.)

Rising Star

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.

Not In

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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Digital Banking Services - Quadrant Provider Listing 1 of 2

Core Modernization and 
Integration Services

Banking Governance, Risk and  
Compliance Services

Transformational and Digital 
Banking Services

Payment and Card  
Processing Services

Accenture 4 Leader 4 Leader 4 Leader 4 Leader

Atos 4 Not in 4 Product Challenger 4 Product Challenger 4 Market Challenger

Capgemini 4 Not in 4 Leader 4 Leader 4 Leader

CGI 4 Not in 4 Not in 4 Rising Star 4 Product Challenger

Cognizant 4 Leader 4 Leader 4 Leader 4 Leader

Deloitte 4 Market Challenger 4 Market Challenger 4 Market Challenger 4 Not in

DXC Technology 4 Market Challenger 4 Contender 4 Product Challenger 4 Product Challenger

EXL 4 Not in 4 Contender 4 Contender 4 Not in

HCL 4 Leader 4 Leader 4 Leader 4 Leader

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

Infosys 4 Leader 4 Leader 4 Leader 4 Leader

KPMG 4 Not in 4 Market Challenger 4 Not in 4 Not in
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Digital Banking Services - Quadrant Provider Listing 2 of 2

Core Modernization and 
Integration Services

Banking Governance, Risk and  
Compliance Services

Transformational and Digital 
Banking Services

Payment and Card  
Processing Services

LTI 4 Rising Star 4 Rising Star 4 Product Challenger 4 Rising Star

Mindtree 4 Contender 4 Contender 4 Contender 4 Contender

Mphasis 4 Contender 4 Contender 4 Contender 4 Contender

NTT DATA 4 Not in 4 Not in 4 Not in 4 Product Challenger

Persistent Systems 4 Contender 4 Contender 4 Contender 4 Contender

PwC 4 Not in 4 Market Challenger 4 Not in 4 Not in

SLK Software 4 Contender 4 Not in 4 Contender 4 Contender

Sopra Steria 4 Product Challenger 4 Not in 4 Market Challenger 4 Market Challenger

TCS 4 Leader 4 Leader 4 Leader 4 Leader

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

Wipro 4 Leader 4 Leader 4 Leader 4 Product Challenger
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Who should read the report:

Chief Information Officer (CIO): For CIOs, this report provides better understanding 
of how current processes and protocols impact an enterprise’s existing use of legacy 
systems and technologies, as well as potential limitations that may exist for the adoption 
and integration of new capabilities. The report also examines the relative strengths and 
cautionary statements of different service providers, and helps CIOs better evaluate 
various service providers. 

Chief Digital Officers (CDO): CDOs should read this report to gain better perspectives on 
the digital service suite from different providers, which, in turn, will enable better decision-
making. The report also helps gain insights on provider capabilities, which will help them 
embark on a smooth and seamless journey to address their growing needs and gain a 
competitive advantage.

Chief Technology Officer (CTO): CTOs and technology leaders  should read this report 
to understand the paradigm shift and the emerging trends witnessed in the banking 
industry. This will help increase revenues, provide better customer experience, optimise 
cost structure and manage enterprise risk. 

ENTERPRISE CONTEXT 
Core Modernization and Integration Services
This report is relevant to enterprises across industries in the U.K. for evaluating core 
modernization and integration services. 

In this quadrant report, ISG highlights the current market positioning of core 
modernization and integration service providers in the U.K., based on the depth of their 
service offering and market presence. 

In the banking industry, core systems manage the core business functions of banks, such 
as account onboarding, account opening, and processing the customers’ transactions. 
Many banks are using legacy mainframe platforms, because replacing them requires 
multiyear effort and a significant resource commitment. However, legacy platforms are 
expensive to maintain.  They act as a hurdle for the bank’s smooth digital transformation 
journey to cloud and API-based architectures. Banks seek service providers that offer core 
modernization services while meeting all the industry’s dynamic regulatory requirements. 
In the U.K., large banks are adopting a “dual core” strategy by running legacy platforms 
and cloud-based core systems in parallel for a period of time, then gradually transition to 
cloud-based core systems after a period of time. 

© 2021 Information Services Group, Inc. All Rights Reserved.
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Chief Strategy and Operations Officer: Strategy and operations executives should 
read this report to understand the need for designing and investing in services that are 
technology- and customer-centric, as well as the capabilities of providers that offer these 
solutions. The report also provides insights on better managing existing legacy systems 
and explores plausible strategies that can be adopted to minimise switching costs and 
implementation effort. 

Chief Experience Officer: Experience officers should read this report to better assess 
their banking environment for opportunities to implement solutions and services, and 
to improve customer experience. The report also provides analysis of each providers’ 
capabilities, and assessment of prevailing market dynamics, to better strategise customer 
experience initiatives.

Project Leaders: Project leaders responsible for transformation and modernization of 
financial services across banks and other financial institutions should read this report to 
understand the differentiators among the leading IT service providers in the U.K.



CORE MODERNIZATION AND 
INTEGRATION SERVICES

Workplace Strategy Transformation Services

In this quadrant, ISG analyzes consulting and system integration 

service providers that help banking clients to maintain competitive 

relevance and attain operational excellence in a digital-first 

environment. With the goal of optimizing customer experience 

while reducing operating costs and enhancing service quality, such 

services also help banks manage risk and regulatory compliance more 

effectively. Core modernization and integration services are clustered 

around key building blocks such as developing a modernization 

strategy charting out a business as well as a technology architecture, 

along with an end-to-end roadmap. Executing a successful strategy 

involves offering implementation and integration planning and 

support to upgrade legacy systems, deploy new core platforms, 

implement customized solutions, and integrate legacy and new core 

banking platforms supported by data migration services.

Definition

© 2021 Information Services Group, Inc. All Rights Reserved.
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CORE MODERNIZATION AND 
INTEGRATION SERVICES

Eligibility Criteria
	� Service providers with proven industry experience of 

implementation and integration of core banking systems with at 

least one project executed or underway this year:

	� Service providers should have expertise on any available core 

banking platforms in the market, with experience and partnership  

of working with at least one platform vendor

	� Service providers should have necessary capabilities to offer 

advisory, technical redesign and application development, 

implementation, operations enablement, and cloud migration for 

successful modernization

	� Providers should be capable of designing and developing 

applications and tools using DevOps and agile methodologies 

to implement necessary modules and requirements for data 

management, workflows, and business processes

	� Providers should have translated their experience and expertise to reusable components 

including playbooks, assessments, templates, and blueprints

	� Service providers should be able to showcase their industry experience through references 

and use cases

	� Providers should invest in partnerships with technology providers, hardware, software and 

system integration providers, banking industry alliances and associations.
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CORE MODERNIZATION AND 
INTEGRATION SERVICES

Key observations about the providers, M&A, and key pointers about the 

leaders:

	� Accenture’s deep domain expertise, coupled with a platform-

agnostic approach and a broad portfolio of core banking services, 

positions it as a leader in the core modernization segment. 

	� Cognizant is rapidly expanding its footprint in the growth markets 

of Europe and Asia by offering integration services for diverse 

platforms, investing in new technologies, and building a strong 

partner ecosystem.

	� HCL is investing in high growth areas of emerging technologies 

and emerging markets and leveraging its partner ecosystem to 

explore potential cross-selling opportunities for sustained market 

leadership. 

	� Infosys is a leader in this segment because of its continuous customer engagement, 

improved brand strategy for the company owned platform - Finacle, and substantial 

investments in innovative technologies.

	� TCS offers bundled services around its BaNCS platform. Clients find the platform an 

attractive proposition as it lowers their costs, saves time, and reduces the pain points 

associated with approaching multiple vendors for each solution.

	� Wipro has a platform-agnostic approach, which coupled with mass customization offerings 

and a broad portfolio, is driving its growth in the U.K. market.

	� LTI (rising star) is expanding its global footprint by strategic acquisitions and partnerships in 

key markets and is taking an institutional approach to secure large deals.

Observations
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Continuous customer engagement, 
improved brand strategy for the company-
owned platform, Finacle, and investment in 
innovative technologies are paving the way 

for Infosys market leadership. 

Legacy migration issues need to be carefully assessed by potential customers while 
migrating to Finacle.

Customer diversification stems from own as well as other providers’ platform integration: Infosys is 
uniquely positioned to capitalise on the core banking opportunity because it provides integration services for 
not only its own native platform, Finacle, but also for other providers’ platforms. Finacle serves over 500 client 
banks and a billion accounts in over 100 countries.

Creating brand awareness around Finacle with proprietary product offerings resulting in increased 
global adoption: Finacle’s offering strategy was revamped to project it as a cloud-based platform with 
proprietary product offerings. This increased its worldwide adoption. Some of the prestigious clients in its 
portfolio include Santander, DBS, and ING. 

Continuous customer engagement results in better customer service: The company engages in a dialogue 
with customers, especially top leadership, to better understand their needs and offer more tailored services.  
Continuous customer engagement, improved brand strategy for the company-owned platform, Finacle, and 
investment in innovative technologies are paving the way for market leadership for Infosys. 

Infosys is a digital services and consulting provider based in Bangalore, India. For the fiscal year 2021, the 
company reported US$3.6 billion in revenues, of which about US$0.8 billion was derived from Europe. Its 
financial services segment generated a revenue of around US$1.2 billion. It added 130 new clients for the fiscal 
year 2021. It has 158,000 employees.

	 INFOSYS
Caution

Strengths

Overview 

2021 ISG Provider Lens™ Leader
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Who should read the report:

Chief Information Officer (CIO): For CIOs, this report provides better understanding 
of how current processes and protocols impact an enterprise’s existing use of legacy 
systems and technologies, as well as potential limitations that may exist for the adoption 
and integration of new capabilities. The report also examines the relative strengths and 
cautionary statements of different service providers and helps CIOs better evaluate 
various service providers. 

Chief Digital Officer (CDO): CDOs should read this report to gain better perspectives on 
the digital service suite of different providers, which, in turn, will enable better decision-
making. This report also helps gain insights on provider capabilities, which will help them 
embark on a smooth and seamless journey to address their growing needs and gain a 
competitive advantage.

Chief Technology Officer (CTO): CTOs and technology leaders should read this report to 
understand the paradigm shift and emerging trends witnessed in the banking industry. 
This will help increase revenues, provide better customer experience, optimise cost 
structure, and manage enterprise risk. 

ENTERPRISE CONTEXT 
Banking Governance, Risk and Compliance Services
This report is relevant to enterprises across industries in the U.K., for evaluating banking 
governance, risk and compliance services. 

In this quadrant report, ISG highlights the current market positioning of banking 
governance, risk and compliance services providers in the U.K, based on the depth of their 
service offering and market presence. 

In the U.K., rising regulatory scrutiny is leading to banks increasing their risk and 
compliance related investments. Studies indicate that increased AML regulations, 
cybercrime, and financial crime are intensifying compliance costs for the financial 
institutions in the region. Banks demand for reg-tech, which is agile, resilient, flexible, 
and scalable. Also, it is imperative that regulatory software updates are made available 
regularly and implemented promptly. Cost-effective regulatory software with high return 
on investment is a major requirement. Banks want advanced analytics and AI for improved 
risk management and regulatory compliance. 
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Chief Strategy and Operations Officer: Strategy and operations executives should 
read this report to understand the need for designing and investing in services that are 
technology- and customer-centric, as well as the capabilities of providers that offer these 
solutions. The report also provides insights on better managing existing legacy systems 
and explores plausible strategies that can be adopted to minimise switching costs and 
implementation effort. 

Chief Experience Officer: Experience officers should read this report to better assess 
their banking environment for opportunities to implement solutions and services and 
improve customer experience. The report also provides analysis of providers’ capabilities, 
and assessment of prevailing market dynamics to better strategise customer experience 
initiatives.

Project Leaders: Project leaders responsible for transformation and modernization of 
financial services across banks and other financial institutions should read this report to 
understand the differentiators among the leading IT service providers in the U.K. 



Managed Digital Workplace Services – Large Accounts

Service providers in this quadrant support banks in enabling effective 

corporate governance, mitigating enterprise level risk, and meeting 

regulatory compliance requirements. Although some of the GRC 

components are available as modules in the core banking platform, the 

quadrant explicitly analyzes the portfolio offered by service providers 

on GRC system integration and managed services to account for risk 

mitigation arising from IT systems, data, legacy applications, new 

product/platform integration, and overall business risk validation. 

Services offered by providers include, but are not limited to, KYC/AML, 

fraud management, credit, liquid and market risk management, assets, 

and liabilities management, adhering to regulatory compliance, and 

vendor risk management. These services help banks build, establish, 

and operate a logically integrated, analytics-driven, automated solution, 

along with the corresponding enhancements in the existing GRC 

framework. 

Definition
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Eligibility Criteria
	� Service providers should have proven banking industry experience 

with their GRC portfolio of services covering advisory, application 

development, implementation, testing, and operations support

	� Service providers should be capable of implementing and integrating 

readily available platforms in the market for KYC, AML, fraud 

risk management, credit risk, market risk, assets and liabilities 

management, and regulatory compliance, with advanced reporting 

capabilities

	� Service providers should also be capable of developing their own 

models, analysis, and solution to suit the custom requirements of 

banks within the GRC portfolio

	� Service providers should be able to leverage next generation 

technologies including automation, analytics, AI/ML, to automate 

and build intelligence, to reduce time as well as improving risk 

management capabilities

Banking Governance, Risk and Compliance Services

	� Providers should have translated their experience and expertise into reusable components, 

including playbooks, assessments, templates, and blueprints

	� Service providers should be able to showcase their industry experience through references 

and use cases

	� Providers should invest in partnerships with technology providers, hardware, software and 

system integration providers, banking industry alliances and associations. 

BANKING GOVERNANCE, RISK AND 
COMPLIANCE SERVICES
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Key observations about the providers, M&A, and key pointers about the 

leaders

	� Accenture is providing a highly specialised compliance-as-a-service 

to help clients effectively navigate the regulatory landscape, while 

supporting them with a formidable array of services to deliver high 

ROI and achieve efficiency. 

	� Capgemini’s integrated offerings and partner expertise make it a 

leader in the risk and compliance space.

	� Cognizant is innovating with its risk and compliance as a service 

to offer cost-effective solutions to its clients. It is partnering with 

domain experts to expand its footprint.

	� HCL is offering third-party risk management as a service and vendor 

assessment as a service in a pay-per-assessment model, which could 

help the banks meet a majority of their regulatory requirements by 

providing them with the required expertise at optimal costs.

	� Infosys is leveraging on its deep domain expertise, partner ecosystem, and augmented 

native platform capabilities to offer a broad and diversified product suite to its clients.

	� TCS is offering augmented risk and compliance capabilities, which are integrated into its 

BaNCS platform to offer cost-effective, efficient solutions to its clients.

	� Wipro’s leadership position in the risk and compliance space is supported by the 

reorganisation of its business to achieve broad-based growth and regional focus, a wide 

suite of services, and thought leadership.

	� LTI is leveraging on its partnerships, innovative solutions, and broad service suite to gain 

traction and position itself as a strong challenger in the risk and compliance space.

Banking Governance, Risk and Compliance Services

Observations

BANKING GOVERNANCE, RISK AND 
COMPLIANCE SERVICES
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Infosys is leveraging its deep domain expertise, 
partner ecosystem, and augmented native 
platform capabilities to offer a broad and 

diversified product suite to its clients.

Infosys’ risk and compliance capabilities offer a broad spectrum of services to 
clients; however, some of these solutions are native to its platform.

Broad and diversified product suite to offer comprehensive risk solutions: Infosys offers risk solutions 
in the areas of BASEL II&III — credit, market and operational risks, FRTB, BCBS239 and regulatory reporting. 
It offers compliance solutions in the areas of KYC/CDD/EDD, FATCA, CRS, AML, fraud management, and trade 
surveillance.

Partner ecosystem supports risk and compliance capabilities: The company’s third-party vendors such as 
SAS, MetricStream, and RSA help Infosys augment its compliance capabilities and enable it to serve a wider 
client base. 

Risk solutions for London interbank-offer-rate (LIBOR) transition drives the company: The company 
assesses its clients’ current exposure to LIBOR and offers solutions for a smooth LIBOR transition. It also 
supports them with customised products.

Infosys is a digital services and consulting provider. It generated a revenue of US$3.6 billion. Its risk solutions 
are designed to address credit risk, credit decision-making, BASEL II&III, market risk, limit monitoring system, 
credit valuation adjustment (CVA), stress testing, counterparty credit risk (CCR), operational risk, liquidity 
risks, risk data warehouse, fundamental review of trading book (FRTB), BCBS239, and regulatory reporting. 
Furthermore, its compliance solutions support clients in the areas such as Know your customer/customer due 
diligence/ enhanced due diligence (KYC/CDD/EDD), watch list filtering, sanctions screening, Foreign Account Tax 
Compliance Act (FATCA), Common Reporting standard (CRS), Anti-money laundering (AML), fraud management, 
and trade surveillance.

Caution

Strengths

Overview 

2021 ISG Provider Lens™ Leader
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Who should read the report:

Chief Information Officer (CIO): For CIOs, this report provides better understanding 
of how current processes and protocols impact an enterprise’s existing use of legacy 
systems and technologies, as well as potential limitations that may exist for the adoption 
and integration of new capabilities. The report also examines the relative strengths and 
cautionary statements of different service providers and helps CIOs better evaluate 
various service providers. 

Chief Digital Officer (CDO): CDOs should read this report to gain better perspectives on 
the digital service suite of different providers, which, in turn, will enable better decision-
making. The report also helps gain insights on provider capabilities, which will help them 
embark on a smooth and seamless journey to address their growing needs and gain a 
competitive advantage.

Chief Technology Officer (CTO): CTOs and technology leaders should read this report to 
understand the paradigm shift and emerging trends witnessed in the banking industry. 
This will help increase revenues, provide better customer experience, optimise cost 
structure, and manage enterprise risk. 

ENTERPRISE CONTEXT 
Transformational and Digital Banking Services
This report is relevant to enterprises across industries in the U.K., for evaluating 
transformational and digital banking services. 

In this quadrant report, ISG highlights the current market positioning of transformational 
and digital banking service providers in the U.K., based on the depth of their service 
offering and market presence. 

Digital banking in the U.K. is witnessing growth mainly driven by the changing expectations 
of consumers, emerging technologies, changing business models, and dynamic regulatory 
needs. Digital transformation initiatives, which would normally take years to adopt, are 
now being accelerated at a rapid pace to adapt to the challenges posed by the pandemic. 
For instance, challenger banks in the U.K. are deploying fully cloud native digital cores, 
which has helped them to go live in the shortest time and to minimise the overall cost. 
Also, some of the offerings from transformational and digital banking services providers, 
including pre-configured modules and country-specific functionalities, have helped 
challenger banks to meet the evolving regulatory requirements, especially in the U.K.

© 2021 Information Services Group, Inc. All Rights Reserved.
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Chief Strategy and Operations Officer: Strategy and operations executives should 
read this report to understand the need for designing and investing in services that are 
technology- and customer-centric, as well as the relevant provider’s capabilities in offering 
these solutions. The report also provides insights on better managing existing legacy 
systems and explores plausible strategies that can be adopted to minimise switching costs 
and implementation effort. 

Chief Experience Officer: Executives in the role of experience officers should read 
this report to better assess their banking environment for opportunities to implement 
solutions and services and improve customer experience. The report also provides 
analysis of providers’ capabilities and assessment of prevailing market dynamics to better 
strategise customer experience initiatives.

Project Leaders: Project leaders responsible for transformation and modernization of 
financial services across banks and other financial institutions should read this report to 
understand the differentiators among the leading IT service providers in the U.K. 



Managed Digital Workplace Services – Midmarket

In this quadrant, ISG analyzes service providers that can offer relevant 

technology to allow business process solutions to enable and enhance 

the digitalization roadmap of financial institutions. While a large 

proportion of banking operations are carried out via an electronic/

online platform, digital banking should eliminate all processes requiring 

paperwork as well as reduce manual effort significantly. Aimed at 

delivering nextgen customer experience, transformational and digital 

banking services should offer high levels of process automation, 

web-based services, as well as enhanced security on an application 

programming interface (API)-driven architecture.

Definition

© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  December 2021

2828

TRANSFORMATIONAL AND DIGITAL 
BANKING SERVICES



2929
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  December 2021

Eligibility Criteria
Solutions offered by these providers are expected to be modular in 

nature and are predominantly termed as accelerators, capable of 

driving superior levels of scalability and agility for financial institutions, 

to accommodate dynamic changes in customer and market demands. 

Service providers are expected to showcase significant technological, 

functional, process, and domain expertise in integrating the right 

elements to help achieve complete digitalization. Customers expect 

omni-channel, remote onboarding and transaction services, intelligent 

financial management, feature-rich card and payment services, as well 

as the highest levels of security.

Banks and other financial institutions would rely on service providers 

with a strong portfolio and expertise in delivering, but not limited to, 

cloud services, microservices and APIs, security, analytics, as well as a 

combination of technologies, including AI/ML, IoT, and biometrics.

Transformational and Digital Banking Services

	� Providers should have proven banking industry experience with their digital transformation 

portfolio of services covering advisory, application development, implementation, testing, 

and support

	� Service providers should be capable of integrating, implementing, and managing off-the-

shelf applications and modules, or develop custom applications and implementations to suit 

the unique requirements of the digital transformation journey of their banking clients

	� Service providers should also be capable of developing their own architecture, redesign 

legacy, integrate modular accelerators, test, and operationalize the necessary requisites of 

the transformation elements (omni channel, digital onboarding, customer centricity)

	� Service providers should be able to leverage next generation technologies including 

automation, analytics, AI/ML, cloud, microservices, and APIs to automate and build IT 

environments, enabling digital services for banking customers

TRANSFORMATIONAL AND DIGITAL 
BANKING SERVICES

Definition (cont.)
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	� Providers should have translated their experience and expertise to 

reusable components including: playbooks, assessments, templates, 

and blueprints 

	� Service providers should be able to showcase their industry 

experience through references and use cases

	� Providers should invest in partnerships with technology providers, 

hardware, software, and system integration providers, and banking 

industry alliances and associations

	� Providers should establish thought leadership through centres of 

excellence, R&D labs, and verticalized platform/solution approaches. 

Transformational and Digital Banking Services

TRANSFORMATIONAL AND DIGITAL 
BANKING SERVICES

Eligibility Criteria (cont.)
Key observations about the providers, M&A, and key pointers about the leaders

	� Accenture’s deep domain expertise, coupled with its consulting approach and strategic 

collaborations, is driving the company in the digital transformation domain.

	� Capgemini’s systematic framework, structured approach, and a methodically designed 

portfolio have resulted in gaining market leadership in the digital transformation segment. 

	� Cognizant is offering industry independent broad portfolio of services and acquiring 

regional boutique players to better serve its clients.

	� HCL offers its clients a broad suite of services, coupled with a strong support network of 

partners, and pursues a localisation strategy to build market dominance.

	� Infosys is integrating its core banking platform with digital engagement solutions, and is 

packaging its services around Cobalt, a proprietary cloud-based solution, to win customer 

credibility and large deals.

Observations



3131
© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  December 2021 Transformational and Digital Banking Services

TRANSFORMATIONAL AND DIGITAL 
BANKING SERVICES

	� TCS is building a strong market presence in the fast-growing BFSI 

sector in Europe and is winning several large deals in the digital 

transformation space, largely owing to its broad portfolio service suite 

and long-standing client relationships.

	� Wipro’s wide portfolio, coupled with strategic acquisitions and 

partnerships, help position it as a leader in the digital transformation 

quadrant.

	� CGI (rising star) is focusing on emerging technologies, while training 

teams to be agile and adaptive, to deploy a global delivery model, 

which lowers costs and increases efficiencies for its clients. 

Observations (cont.)
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Infosys offers digital engagement solutions 
and bundles its services around Cobalt, a 
proprietary cloud-based solution, to win 

customer credibility and large deals.  

Potential clients need to be aware that a majority of Infosys’s digital services 
are offered as a packaged service, implying that they cannot be subscribed 
to individually.

Broad product suite driving segment growth - The company offers Finacle Digital Engagement Suite as an 
advanced omnichannel solution which helps banks to serve both small and corporate customers. The suite can 
serve all types of user groups, such as end customer, bank staff, external partner, and third-party providers. 
Infosys Cobalt is a proprietary cloud-based set of services, solutions, and platforms that assist in its client’s 
digital transformation journey. It also offers cloud agnostic application stack through its Polycloud platform. The 
company’s service store seamlessly provides modular components of the Infosys Live Enterprise — platforms, 
applications, and services. This lowers the TCO for its clients.

Global wins owing to credibility and trust: Infosys partners across countries and industries owing to its 
increasing credibility and customer trust. Some of the major wins include Arcelor Mittal, Wells Fargo, Bank 
Dhofar, TSB Bank (U.K.), and Volvo. 

Comprehensive strategy and vision for the critical corporate and retail banking verticals: The company 
offers a full-fledged solution suite for each vertical individually. This helps it to position itself with better focus 
for each of these segments. 

Infosys is a digital services and consulting provider. It generated US$3.6 billion in revenues. Infosys GTM 
strategy for digital transformation includes consulting, UX and design thinking, digital solutions, legacy 
modernization, and managed services. About 47 percent of the company’s revenues come from digital services 
such as hybrid cloud, cybersecurity, and remote work. The company wants to increase this share to more than 
50 percent of its revenues. 

Caution

Strengths

Overview 

2021 ISG Provider Lens™ Leader
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Who should read the report:

Chief Information Officer (CIO): For CIOs, this report provides better understanding 
of how current processes and protocols impact an enterprise’s existing use of legacy 
systems and technologies, as well as potential limitations that may exist for the adoption 
and integration of new capabilities. The report also examines the relative strengths and 
provides cautionary statements for different service providers and helps CIOs better 
evaluate various service providers. 

Chief Digital Officer (CDO): CDOs should read this report to gain better perspectives on 
the digital service suite of different providers, which, in turn, will enable better decision-
making. The report also helps gain insights on provider capabilities, which will help them 
embark on a smooth and seamless journey to address their growing needs and gain a 
competitive advantage.

Chief Technology Officer (CTO): CTOs and technology leaders should read this report to 
understand the paradigm shift and emerging trends witnessed in the banking industry. 
This will help increase revenues, provide better customer experience, optimise cost 
structure, and manage enterprise risk. 

ENTERPRISE CONTEXT 
Payment and Card Processing Services
This report is relevant to enterprises across industries in the U.K., for evaluating payment 
and card processing services. 

In this quadrant report, ISG highlights the current market positioning of payment and card 
processing services providers in the U.K., based on the depth of their service offering and 
market presence. 

The U.K. is one of the most digitally advanced countries in Europe in terms of digital 
payment adoption, with most businesses and customers moving toward cashless 
payments. Contactless payments account for a major share of all payments in the 
region. The pandemic has accelerated the adoption of e-commerce in most of Europe, 
including the U.K. Customers demand smooth, convenient, and secure payment systems. 
Furthermore, the payment system needs to be in real time, across countries, currencies, 
and frameworks. It must also be compliant with PSD2, ISO 20022, and other regulatory 
directives.
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Chief Strategy and Operations Officer: Strategy and operations executives should 
read this report to understand the need for designing and investing in services that are 
technology- and customer-centric, as well as the relevant provider’s capabilities in offering 
these solutions. The report also provides insights on better managing existing legacy 
systems and explores plausible strategies that can be adopted to minimise switching costs 
and implementation effort. 

Chief Experience Officer: Experience officers should read this report to better assess 
their banking environment for opportunities to implement solutions and services and 
improve customer experience. The report also provides analysis of providers’ capabilities 
and assessment of prevailing market dynamics to better strategise customer experience 
initiatives.

Project Leaders: Project leaders responsible for transformation and modernization of 
financial services across banks and other financial institutions should read this report to 
understand the differentiators among the leading IT service providers in the U.K. 



This quadrant measures the ability of managed service providers 

(MSPs) to help organizations create, Implement, and support payment-

based business services in the global payment ecosystem. Through 

this ecosystem of payment processors (acquirer and issuer), payment 

networks, merchants, banks (acquiring and issuing), and other 

intermediaries, MSPs support their clients in deploying and operating 

proprietary platforms and technology services (application and 

infrastructure).

Companies need to offer their clients a safe, quick, and easy-to- use 

payment system. The chosen payment solution must satisfy the 

needs of the customers and the company’s business. Hence, it must 

be protected from fraud, support a variety of payment methods, be 

convenient to use, and compatible with any existing back-end platform. 

Systems integrators help their clients to bridge the gap between 

customer needs and technical feasibility.

Definition
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Eligibility Criteria
	� Expertise in payment acquiring, issuing and network domains

	� Expertise across card transaction processing, clearing, settlement, 

customer management, and dispute resolution

	� Proven ability to modernize and customize existing card and 

payment platforms

	� Partnerships and expertise in working with payment platforms and 

card packaged solutions across major issuer processors

	� Proven knowledge of different regulatory and compliance 

requirements

	� Proven use of emerging payment technologies

Payment and Card Processing Services

PAYMENT AND CARD PROCESSING 
SERVICES

Key observations about the providers, M&A, and key pointers about the leaders

	� Accenture’s broad vision, strategy, and thought leadership, coupled with several strategic 

investments, enabled the company to win many significant deals. 

	� Capgemini offers a well-diversified payment product suite and leverages its long-standing 

associations with clients, while also establishing itself as a thought leader, to assert market 

dominance in the payments space. 

	� Cognizant’s broad portfolio of payment solutions and services, robust payment ecosystem, 

and global delivery model help the company gain market leadership. 

	� HCL’s GTM strategy for payments include offering proprietary package of solutions called 

PaCS, and its payment platform Novus, as also deploying extensive IP assets and region-

focused strategies to drive growth.

	� Infosys offers open banking as a packaged service and supports its clients with a robust 

partner ecosystem, making it a leader in the payment industry. 

Observations
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PAYMENT AND CARD PROCESSING 
SERVICES

	� TCS’ payment product solutions include highly niche solutions such as 

real-time payments, central payments infrastructure, and customised 

P27 components. These product solutions have found worldwide 

adoption in 25 countries and 40 clearing systems.

	� LTI’s GTM strategy of offering highly specialised payment services, 

driven by innovations, has resulted in several large cross-country 

deals, thereby driving its growth in the payments space.

Observations (cont.)
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Infosys offers open banking as a packaged 
service and supports its clients with a robust 

partner ecosystem to emerge as a strong 
leader in the growing payment industry. 

Clients need to be aware that though Infosys offers a broad range of payment 
solutions, they need to check for its availability with the provider for their 
specific region. 

Open banking is offered as a packaged service to lower costs and improve efficiency: The open banking 
solutions are offered as a packaged service, and clients can pick and choose the desired components. The 
bundled solutions include APIs, customer consent, sandbox environment, developer portal, third-party 
onboarding, and integration layer. This is because the payments part of Finacle’s offering is offered with both its 
own and other third-party core banking solutions. The solutions are ISO 20022-native. This lowers the costs and 
implementation time for the client. 

Robust partner ecosystem and deeply integrated value chain, resulting in market dominance: When 
clients reach out to Infosys for payment solutions, they get access to a robust ecosystem comprising partners 
such as ACI Worldwide (BASE24), Finastra, First Data (VisionPLUS), Fiserv (Dovetail), and Wirecard. Clients can 
also benefit from its deeply integrated relationships across the value chain, ranging from issuers to processors, 
acquirers and regulators. 

Infosys is a digital services and consulting provider. It has generated a revenue of US$3.6 billion. Its GTM 
strategy for payments is based around its platform, Finacle. The solution is two-fold. It offers Finacle  
payments — an enterprise payments services hub, and Finacle Payments Connect — a blockchain-based 
enterprise solution. 

Strengths

Overview 

2021 ISG Provider Lens™ Leader
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The "ISG Provider Lens™ 2021 – Digital Banking Services" research study analyzes 

the relevant software vendors/service providers in the Brazilian market, based on 

a multi-phased research and analysis process, and positions these providers based 

on the ISG Research methodology.

The study was divided into the following steps:

METHODOLOGY

1.	 Definition of Digital Banking Services market

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

trend topics

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

use cases

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

(wherever applicable)

5.	 Detailed analysis and evaluation of services and service documentation 

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

6.	 Use of the following key evaluation criteria:

	− Strategy and Vision

	− Innovation

	− Brand Awareness and presence in the market

	− Sales and partner landscape

	− Breadth and Depth of portfolio of services offered

	− Technology Advancements
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