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Background:  
 
The Company is Global Leader in Technology Services.  It has India based BPO and 
Software Development Services organisation with customer deliveries to GM, Bank of 
America, Airtel, etc.. The customer operates from multiple locations across India and in 
Bangalore, itself works from seven locations.  There are about 30000 end users in the 
company. 
 
The customer uses Heterogeneous technology platforms from Alcatel, Cisco, HP/Compaq, 
Microsoft, etc..  The customer requires High Availability IT infrastructure and works on very 
stringent Service Levels for their end service customers.  Customer has outsourced their IT 
Infrastructure management. 
 
In the past Customer was using a Staff Augmentation method of outsource where resources 
would be provided by a vendor and the services will be rendered.  However, customer was 
facing lots of problems related to Training, Attrition, Non-deliveries and no MIS of any kind 
to measure the quality of deliveries.  Further, problems of deliveries were addressed by 
adding more people by the vendor to handle the activity thereby increasing the number of 
people in the staff augmentation at the same time quality of work did not improve.  Increase 
in head count from the vendor resulted in increase of the IT Management costs with no 
improvement. 
 
The customer reviewed InKnowTech models of IT Management and chose the “SLA 
Model” where the customer gets Service Level based commitment and the service is 
rendered on the scope of activity rather than billed on head count.  As on date, Customer 
uses InKnowTech services in more than Twenty locations to manage the IT infrastructure 
and end user computing.   
 

Deliveries :  
 

 24/7 IT Service Management to support more than 25000 end users and Devices 
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 Multi-level, highly defined Service Level commitment covering Priority, Severity 
problems 

 Separate Service Level commitments for ADD, MODIFY, DELETE – Change 
Management Activities 

 Service Coverage for Backup, Updation, Asset Management, etc.. 
 Penalty for any non-deliveries 

 
Value Proposition 
 

InKnowTech’s deliveries to the customer is strongly laced with value adds and improvement 
programs across the contracts. 

 
 InKnowTech’s Service Level commitment is Multi-Level defined for type of 
problems, type of users and magnitude of problem : the service level has priority 
and severity to support any level of call management.  For eg., for Priority 1, 
Severity 1 problem the resolution time is 12 minutes on an average measured 
monthly.   

 InKnowTech model also has Quality Improvement Plans where in there are 
commitments to increase :  

o Quality of the Service Level itself Quarter on Quarter like : 
� Availability increase through identification of pattern/repeat 
problems by root cause analysis leading to: 

• recommendation of changes in the network architecture 

• training of the end users so that any user generated problems 
can be removed at source 

• identification of weaknesses or process problems which can 
be corrected  

� Increase of the Service Level by managing attributes such as First 
Time resolution, Measurement of Call Log percentage, Measurement 
of User level satisfaction (done jointly by Customer and 
InKnowTech) 

o Knowledge Management commitments like increase in the knowledge base 
quarter on quarter, etc.. 
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