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Five Steps that

Contribute R&Il Success
~A Decade with the CTO ~

The year Sony started manufacture of the 3 1/2" floppy diskettes,
Toshiba was considering the manufacture of its “mass” laptops,
Nintendo's Donkey Kong was sweeping the game arcades, and Tata
Consultancy Services (TCS) created its first Lab at Pune, India; the Tata
Research Development and Design Centre (TRDDC). TCS had made
some significant decisions by 1981: its R&D would look at a broad
swath of software technologies; much of the R&D would be a service
to solve customers’ problems; and R&D would advance software
creation from being the skill of individual programmers to a scientific
discipline. These decisions happened to be winning ones. In the next
decade, TRDDC created several tools that would automate phases
of software development. This now fundamental ability enabled TCS
to deliver large projects with high quality, on time, for high value
customers.

The success of TRDDC led to research groups springing up in
various other centers, with specific focus areas: computational biology,
performance engineering, machine learning, embedded systems,
speech and natural language and more. TCS also had fruitful alliances
with many renowned university research labs. Fast forwarding to
2006—with the company growing exponentially, and technologies
burgeoning—it was decided that research and development should
become a strategic unit within TCS with a clear vision spelt out. Thus it
was that, on the silver jubilee of the TRDDC's founding, the Corporate
Technology Office was formed to guide and support TCS' Research
and Innovation. In parallel to this, the TCS Co-Innovation Network was
launched—an open innovation model which was introduced in detail
in the Autumn 15 issue of this newsletter.

With over three decades now of software R&D behind us, we know

some crucial ingredients that have helped us succeed. Here are a few:

B Finding the right people

In a knowledge economy, people are a key resource. TCS is lucky to
have some bright minds in its labs that were trained at academic
institutes that are hotbeds of scientific exploration. We have found that
one good researcher attracts many others. Researchers come with a

skillset that is vastly different from the rest of the company, therefore a

clear career path and remuneration were important to define.

B Making room for scientific enquiry in the real world
In TCS, researchers are required to present papers in premier
conferences. They can study real world problems, but they have to
advance the state-of-the-art. This saves them from the trap of toy

problems but keeps them in touch with academia and the “invent

ecosystem. It offers a chance to get the best of both worlds.

H Creating support systems

@ The Evangelize team
This team is fairly unique. As the team works both with the
scientists and with the customers, it strives to make research
consumable. It provides market insights to researchers so that
they are aware of emerging technologies, and the various
problems and opportunities around these.

@ The IPR cell
This team evaluates every new process and offering that researchers
create and judges its patent worthiness. It helps researchers with the

patenting processes.

TRDDC (Pune, India)
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@ Unbridled collaboration
There are large organizations where the R&D community is so
spread out that teams are cut off from each other, and do not
know what expertise lies within. Today, customer applications are
multidisciplinary. A field like robotics involves apart from different
pieces of hardware, deep learning, image processing and motion
planning modules that need to be integrated. This requires
collaboration between teams of varied disciplines operating out
of distant locations. Regardless of the barriers—geographic or
disciplinary—collaborative research happens across the network of

TCS'various Innovation Labs and Centers of Excellence.

As we are a large organization with a vast global footprint, we use
collaboration platforms like our proprietary and highly active internal
social network (Knome) to interact. Other tools such as our API, Code Vita,
and Campus Commune platforms help us connect with various internal
and external stakeholders to conduct coding competitions, hackathons
and ideathons. Collaboration centers like that in our Santa Clara operations
in Silicon Valley, our Thinkspace in Chennai and the Design collaboration
space in our partner institute the Royal College of Art in the UK enable

exploratory collaboration and design jams with customer teams.

H Our Innovation Journey

19 Innovation Labs, TCS Co-Innovation
Network (COIN) inaugurated

CTO (Corporate Technology Office)
set up

Advanced Tech Center,
Embedded System COE,
Telecom Lab, ...

Industry & Services
Practices set up

Master Craft, Revine,
Quartz Program

B Factoring in failure
Failure is a part of the research and innovation process. While
most organizations accept this, talking about the failure is
generally not encouraged. Research projects that have hit road
blocks or have not found acceptance among customers and are
put on a back burner, however, can at some future date gain
applicability and generate demand. Therefore it seems important
to document failed projects, share these ideas and even
appreciate them.

The Tata Group puts this into practice by awarding failed ideas
in their Innovista competition, under the category “Dare to Try."
Today TCS has its own Innovista Award system that calls out

good ideas, which did not really work out, yet.

B TCS' capacity to reinvent its innovation model

TCS was amongst the earliest software companies to found a
software lab; it moved from an all-research-in-house approach to
an open innovation ecosystem, well ahead of most of its peers;
it formulated a portfolio approach to innovation; after setting up
the central Corporate Technology Office it is now scaling it out

into units.

Innovation expansion: Offices for key business units

4E (Explore, Enable, Evangelize, Exploit)
innovation framework

IPR strategy and council

Software tools-Casepac migration re-engineering

Asia’s first industrial IT R&D lab founded:
TRDDC, Pune

University alliances, systems engineering

Offshore model alliances with
major IT players

Innovation Insights

In closing, to highlight one example of how this collaboration looks
in action, we present a recent victory for TCS researchers and our
academic partnership: researchers from the robotics group in TCS
and researchers in IIT Kanpur were ranked fifth in the Amazon Picking
Challenge. While robots are able to move whole shelves and pallets
in despatch yards, the last mile in order fulfilment is still by humans.
Picking specific objects from the shelves and putting it into totes
and taking stuff out of totes and stacking them on shelves is done
by humans. This becomes a huge problem during holiday season
when orders worth millions of dollars have to be turned around in
a short time. Labour is hard to find, and the packers have to walk
miles within the warehouse and have to be accurate in the task.

Automation seems the only answer.

A joint team of TCS researchers from the Robotics Group
(Innovation Labs - Delhi) led by Dr. Swagat Kumar and the
Intelligent Systems Laboratory at IIT Kanpur led by Dr. Laxmidhar
Behera participated in this challenge.

The competition was divided into two tasks, the pick task
and the stow task. The pick task required the robot to pick
12 items, based on an order file, from the shelf and put them
in the tote without dropping or damaging them in a period
of 15 minutes. Similarly, the stow task required the robot to
pick 12 items from the tote, based on an order file, and place
them in on a shelf without dropping or damaging them in
a time period of 15 minutes. The participating teams were
allowed to use any robotic system and any number or types
of sensors. The system was required to operate autonomously

for the entire duration of the competition without any human

Amazon Picking Challenge

intervention including tele-operation.

The team used the X-WAM Mobile Manipulator system, a
research grade robot from Robotnik, which consists of a WAM
robotic manipulator arm from Barrett on a mobile base platform
consisting of four high powered motor wheels which allow the
robot to reach speeds up to 3 m/s. For lifting items, the team
used a suction device as the end-effector.

The team used a hybrid object recognition system where a
deep learning network (Fast RCNN) was used to provide the set
of probable matching candidates for a query object and then
the final confirmation is obtained through a novel shape based
descriptor. The hybrid approach reduced the training time
needed for achieving desired accuracy level for the required
task. The deep learning network was trained on 6,000 different
image templates for 40 different objects. The training time for
the network on a Dell Precision M4800 laptop with a NVIDIA
Quadro K2100M GPU with 2 GB of RAM was approximately 24
hours. The response time of our object recognition system was
approximately 1 second per object.

The robot was able to pick objects without errors as our
perception algorithm was extremely good. Its performance
surpassed several industry grade and humanoid robots in the

competition.

In an ever-changing world of increasing complexity, TCS strives to
continually innovate and evolve, leading change and delivering best-
in-class solutions to the business challenges of our customers. We
look forward to sharing more of our endeavors to achieve excellence

in future installments of Innovation Insights.
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I Digital Transformation Experience

Riding the Digital
Wave Led by
ERP Transformation

Digital Core
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Customer
Transformation Services Experience

Application Management
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> Is There a Need for Change?

We live in a digital economy; one where every industry will be touched
by the transformational forces of digital technologies and where
industry lines will be blurred. In this age of the digital economy CEOs
recognize that their business is destined to undergo drastic change as
aresult, and that they need to adapt very quickly to stay relevant.
When we look around us, we see companies transforming traditional
business models — e.g. taxi services morphing into disruptive logistics;
the hotel industry transitioning into an open online marketplace. In
each of these instances, we see newcomers delivering services instead
of products. This is a trend which sees manufacturers now drawing
greater profit from the servitization of their products than the actual
sale, as exemplified by aircraft engines. There are so many examples
proving that digital disruption is not only here to stay, but also that it is
threatening conventional business models in virtually every industry.
Organizations are now focusing on expanding across the value
chain, thus blurring the lines between suppliers, distributers and

retailers. Manufacturing, for example, is changing rapidly and growing

exponentially. This can be seen in the advent of everything from
connected-cars to smart-cities, where the Internet of Things (loT)—a
powerful tool born of the composition of various digital forces—has
become pervasive, and is now used to create new products, services,
and business models. Application of the IoT in global product and
service markets is fueling the generation of new, innovative ideas;
those such as autonomous vehicles, remote vehicle monitoring,
reliable human-machine interactions, thorough examination in
ensuring safety systems and automation of such systems, better
traffic management, and increased precision manufacturing.

The use of 3D printing for manufacturing will grow to focus on the
customer-driven designing and co-creating of individualized items.
Wearable devices are putting the Internet within instant reach, making
it part of the millisecond time-check. Consumers can access rapid
updates on price changes, promotions, and marketing incentives;
retailers in response will be able to offer location-based deals that tie

marketing information to the real-time location of the consumer.

Automation

Industry
Templates

Supplier
Collaboration

Assets

CONSULTANCY
SERVICES

Co-Development

IP Solutions

Accelerators

Co-Innovation Workforce
Engagement

Global head of SAP Practice, TCS
Akhilesh Tiwari

Akhilesh joined TCS in 1995. Prior to his current role,
Akhilesh was co-heading the SAP practice’s delivery
and presales function, and was instrumental in

advancing the growth strategy. In his 21 years with

TCS, handling diverse responsibilities in sales and
delivery across multiple geographies, Akhilesh has

played a key role in establishing and strengthening

TCS' strategic relationships with several major
\ customers and developing large multinational

teams within TCS. Akhilesh holds a Master’s degree
i from the Indian Institute of Technology, Bombay.
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Every company will require a technology-focused competitive
edge, and this is where the relevance of products like SAP comes
into play, driving business simplification and enabling businesses to
address this digital reality. When companies think about addressing
this new digital reality, they think about outcomes, not solutions—
outcomes that can only be delivered with quality service. To drive
these outcomes, companies have to think about how they are
adopting software; the total cost of ownership, how the hardware
and software runs, and how it is being used to take advantage of
the next features which are available to support digital evolution.

With these in mind, let us now take a look at SAP S/4HANA, the core

system — now in the fourth generation — that facilitates digital business.

SAP S/4HANA & TCS Strategy

SAP S/4HANA is the next-generation business suite designed and built on
advanced in-memory platform, SAP S/4HANA, and offers a personalized
user experience with SAP Fiori. This is the core digital platform to manage

finance and supply chain, and is integrated with solutions within the SAP

Digital Eco-system to collaborate in real-time with customers, partners,
suppliers and workforce, and to manage assets.

People have different perspectives on why SAP S/4HANA is
important for the enterprise. Some concentrate on the underlying
technology of SAP HANA as the main story—an in-memory database
platform that speeds data-intensive decision making to real-time.
Others look to the S side of the slash, the updated SAP Business Suite,
with simplified applications that are built for speed, with distributed
decision-making integrated across functions. And still others focus
on SAP Fiori—a modern user experience environment that puts real
power and speed (that word again) in the hands of end users.

My take? SAP S/4HANA is greater than the sum of its parts.
Remove any of them and the solutions for users would still be
significant, for sure, but not as powerful. Combined, SAP S/4HANA
is unrivaled by any other single technology or combination of
products for running the enterprise. When SAP says this is the best
technology for helping traditional businesses make the transition to

digital business, it's a claim hard to refute.
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> Digital Journey - Which Path to Take?

Advances in digital technologies such as cloud, mobility, social
media, and analytics are transforming the traditional workplace.
Digital technologies are becoming embedded in all our activities and
behaviors. This is changing how we work, communicate, collaborate,
create, purchase, and consume information. It is transforming how
we construct knowledge by analyzing information; how we become
social actors and express our opinions; how we develop and progress;
how we innovate, solve problems, improve productivity, make
decisions, and give our organizations the much-needed competitive
edge. In the digital era our concept of a 360-degree-view of the
customer is rapidly evolving, powered by masses of insights and data
from multiple sources, including social media and sensors (IoT), thus
opening up as yet untapped opportunities.

While there is a push for user companies to embark on a digital
transformation—to ensure operations are agile and remain
competitive—we think there are unique challenges for the Japan

market:

@ The large number of legacy add-ons

@ Siloed and multiple systems across the enterprise-landscape

In addition to the above challenges, there is a need to establish
clear justification and business value for SAP S/4HANA to gain
support from the business side, along with a desire to see successful
implementations of a similar nature and scale with other customers.

We understand that transitioning an organization to SAP S/4HANA
requires a considerable investment in effort, time, and money. Most SAP
customers, | believe, know they will make the move at some point over
the next one to five years. Regardless of your starting point and systems,
building a smart roadmap to migration is the first step to ensure the
transition to SAP S/4HANA is smooth. Tata Consultancy Services' (TCS)
proven roadmaps help customers overcome the above mentioned
challenges and manage large, complex technology- and business-
process-transformations in a series of well-defined phases. We start
by looking at a client’s business objectives and outlining a technology
transition that gets them from their current state to full implementation
in the required time period. But our guidance goes well beyond solving
technology issues. We help our clients make the SAP S/4HANA business
case for their organization. Stakeholders can see at any point along the
timeline what costs will be involved, and the expected financial and

business returns delivered as the system is implemented.

> So, How Can | Benefit from This Digital Journey?

While this journey has just started, the early market numbers are
already showing good momentum. According to SAP, SAP S/4HANA
had 2,700 customers in the first 11 months, 6,700 trained partners, and
1,100 resellers. TCS has been party to the journey of several customers
who have already started out on this digital transformation. Perhaps
the best way to illustrate the breadth and depth of this movement is

through some of the engagements we have already undergone, which
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span the gamut of geographies and industries.

We have recently had a couple of our larger global customers go
live on the SAP S/4HANA systems, and are engaged with several
sizable Japanese organizations to help validate the approach for
their big journey through Proof of Concepts (PoC). We have also
invested in innovation labs across the globe (i.e. Japan, US, France,

India, and Hungary), each catering to the local geographical
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requirements, and through which we can help customers embark
on their digital journey in a phased approach; one that highlights
the benefits of new SAP technologies in order to build the business
case for more comprehensive transformation initiatives. The focus
of the Japan based innovation lab has been building and localizing
solutions catering to the specific requirements and variations in
business processes of our Japanese customers.

For a global technology leader, who creates enterprise solutions,
TCS was involved firstly from SAP Business Suite with a side-car-
approach to SAP Business Suite powered by SAP HANA, and now
on to SAP S/4HANA. Each step of the way TCS has helped the
customer to validate the impact to systems and ensure they derive
the optimal business benefits.

We helped a leading energy and utility company in Australia, in a
first of a kind journey to implement smart meter analytics on SAP
S/4HANA. This allowed them to manage the massive data influx
needed for data-analytics aimed at business forecasting, which in
turn has improved business performance.

TCS also undertook to create an online global web shop using
SAP’s SAP Hybris Commerce of omni-channel e-commerce solutions.
The system supports critical business processes such as catalog

management of more than 5,000 SKUs (stock keeping units), pricing,

I SAP Innovation Lab Overview

TCS has SAP innovation labs worldwide. We perform verification of the latest solutions,
solution development, demonstrations and PoCs for our customers.

TCS SAP Innovation Lab

Hungary

(Budapt)

France
(Paris)
(Mumbai)

order processing and payments, in addition to user interface, search,
search engine optimization, and account management. The company
has not only been able to modernize its sales process and reduce
costs, it has also created a vehicle for growing revenue. In the past,
no sales rep could accurately tell a customer about every available
product due to disparate stock information. Now, sales reps work
with customers using the online system (which includes a tablet app)
to search for the exact product they need. Alternatively, customers
can use the online system themselves to search, select, and complete
their orders. This has created new upselling and cross-selling
opportunities and, at the same time, raised customer satisfaction
dramatically. The system has sped up ordering and fulfillment, and
cut the costs of some processes by 30 percent. The company is
projecting that by year-end 2020, online sales will contribute about
40 percent of revenue, or approximately $1 billion per year.

Each of the above mentioned experiences is a testimonial of
TCS' customer centric approach and is based on how we listen
to our customers, understand their needs, and pay attention to
how their business models are changing so that we can innovate
accordingly. We are committed to ensuring our customers adapt to
the technology change and yield the desired business benefits as

they undergo their digital journey.

i
Propose New Value

b

N ® Demonstration, Hands-on
® Proof of Concept
® TCS Innovative Tools
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No.6 THE FUJI FIRE AND MARINE INSURANCE COMPANY, LIMITED

ITADM Services of Large Insurer
Transformed with Global Industry
Standard Processes

B E+rXK

Member of AIG

THE FUJI FIRE AND MARINE INSURANCE COMPANY, LIMITED

Established: 1918 Head Office: Minato-ku, Tokyo
Core Business: Non-life insurance business
http://www.fujikasai.co.jp/english/

To Enhance Value for Customers

THE FUJI FIRE AND MARINE INSURANCE COMPANY, LIMITED (FFM) is
a leading Japanese insurance company, serving more than 15 million
customers nationwide. It has grown steadily since its establishment,
substantially expanding its business portfolio by offering outstanding
products and services for both individuals and small- and medium-sized
companies. Reducing operational costs and transforming IT processes
are critical elements for FFM to pursue further growth, and are listed
among the important management focus areas that would consequently
contribute to enhancing customer satisfaction and greater cost control.
With such business imperatives in mind, FFM, a member of AIG
Japan Holdings KK, looked to embark on a transformation journey

of its IT Application Development and Maintenance Services, aimed
at implementing global industry standard processes and achieving a
scalable, flexible, and cost-efficient model.

With Tata Consultancy Services (TCS) having been a long term
strategic partner of AlG, Tata Consultancy Services Japan (TCS Japan)
was chosen to undertake application development and maintenance
services (ADM) for FFM based on the merits of TCS' global best
practices. TCS Japan has played a pivotal role in ensuring successful
transformation of FFM's IT application maintenance portfolio,
implementing industrialized application maintenance services
leveraging TCS' Global Network Delivery Model (GNDM).

Optimization of Complex Ecosystem Allowing Shift to More Strategic Activities

FFM's IT application maintenance portfolio was very complex, with over
100 enterprise-applications and technology spanning across legacy-
and open-systems being used to cater to a diverse set of business lines,
including automotive, fire, accident & health, and property & casualty.
The most critical mission in this project, therefore, was standardization,
consolidation, and optimization of the complex ecosystem.

To counter a myriad of risks associated with system transition of this
scale and complexity, TCS Japan, with its wealth of experience, developed
a comprehensive, customized plan to ensure seamless transition of

operations and took a holistic view of the transformation initiative.

The project started in November 2012. The key objectives
included: 1) to mobilize and harness the resident knowledge of
the work force for larger strategic initiatives; 2) to standardize and
implement industrialized service delivery processes; 3) to reduce
spend on maintenance and management through consolidation and
optimization; 4) to improve operational efficiency and productivity; and
5) to implement a continuous improvement framework. With these
goals in mind, TCS Japan worked closely with FFM on improvement of

H Relationship Journey

® Due diligence assessment

® TCS selected as ADM partner ITIL process setup

Nov 2012 - Jan 2014

® Well orchestrated playback & hands on sessions to win
customer confidence

® Enabled 90+ SME's redeployment in 14 months to key
strategic programs with no business disruption

® Effectively completed transition 3 months ahead of the plan

100+ Routine activities steps automated resulting in cost savings
60% effort saved by digitizing workflows
Operating model transformation
Implementation and enablement of tools

Nov 2012 Jan 2014 -
©® Optimizing RTB (Run the Business) effort leading to strategic
® Analysis of routine activity for further optimization / automation

® Process optimization / improvements

® Metrics based SLA / KPI tracking
® Routine activity automation
implementation
Jun 2016

Optimization

Jul 2016 ~

alignment / availability for CTB (Change the Business)initiatives

benefits
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Expert Team Expert Team

Operating Model Transformation

® Application Clusters Aligned to Business Functions

® Centralized Application Service Desk Function for Incident Handling

® Expert Team for Break-fix, Enhancements, Impact Analysis
® Standardized ITSM Processes & Tools
® Continuous Improvement Framework and Productivity Gains

maintenance and management.

The most important and complex aspect of the project was to
leverage the knowledge of FFM's [T division personnel — called “Subject
Matter Experts (SMEs)” internally — who had gained rich application
knowledge over the years. The main focus in the initial six-month phase
of the project, therefore, was placed on clearly grasping and visualizing
the knowledge possessed by these SMEs so that the knowledge
would be documented as Standard Operating Procedures (SOPs) and
technical manuals. TCS Japan members interacted actively with FFM's

IT team, and building a relationship of trust through hearings and a
number of sessions, were able to demonstrate effective knowledge
capture and understanding of the applications and processes and thus
carried forward phased transition of IT maintenance operations.

In addition, to finely and efficiently attend to FFM’s needs, an IT
service desk was established at FFM’s site. The service desk served
as a one-stop communication window for users, and any problem
that arose was responded to first by the service desk. This helped
standardize the service experience across the teams.

Achieving Efficient Model Complying with Latest Standards

During the course of the project, TCS Japan came up with various
ideas and new recommendations, while communicating closely with
FEM's IT personnel.

The knowledge transition mechanism offered by TCS Japan
ensured that the resident knowledge was optimally captured,
documented, and then validated by the SMEs, thereby reducing the
risks of the knowledge becoming scattered and lost. To avoid any
disruption of operations, TCS Japan also proposed the retention of
several staff in each business group of applications based on the size
and business critical nature of the application, from the perspective
of reducing risks and improving the quality.

To ensure a collaborative work environment, the diversified
team set up by TCS Japan comprised a balanced mix of Japanese
speaking members, bilinguals and English speaking members from
global operations. Also, during the course of the project, FFM staff
periodically traveled to the TCS Global Delivery Center and vice versa
TCS Japan offshore members traveled to be onsite. The aim was to
build appreciation for cultural gaps, deepen mutual understanding,
and enhance communication and collaboration.

Further, in order to better understand the business needs and
create opportunities for future business improvements, applications
were grouped for transition based on their functionality.

Building a framework for continuous improvement was
another of the key focus areas, which addressed improvement in
efficiency and productivity alongside reduction in rework. Aspects
like tool enablement, process standardization, automation, and
digitization were the central themes for laying a foundation for

continuous improvement.

In addition to these, several points were kept in mind for
maximized cost benefits. These included: restraint of the numbers
of transition timelines and phases; keeping the time and effort of
FFM's system teams for transition work to a bare minimum; enhanced
service delivery by optimization and consolidation; and automation
of processes to reduce manual effort and errors.

As a result of these efforts, the existing processes were automated,
and cost reduction and improved productivity were achieved. The
digitization of operations led to reduction of IT team effort by 60%,
which in turn made it possible for SMEs to direct their efforts towards
more strategic, value-added activities.

With the successful transformation and optimization of IT
operations, FFM has realized various benefits and is now working
further towards continuous improvement, with a view to enhancing
customer experience even more.

“We were impressed by the offshore environment, operational
procedure, and documentation. Many of the offshore members were
fluent in Japanese and willing to automate some time-consuming
routine activities.” remarked FFM Systems Division Manager Tadahiro
Yamamoto. “The engagement with TCS Japan ensured an improved
service delivery experience and an efficient model complying with
the latest standards. TCS Japan is a partner in our journey towards
better business ability and improved efficiency, and we look
forward to their future recommendations,” remarked FFM CIO Suresh
Jamadagni. Leveraging its global knowledge and expertise, TCS Japan
remains committed to supporting FFM's business in the future, too.
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Feature Article \ PRISM (Prime Integrated Service Management)

apan Offers a Comprehensive
ervice Management Offering to
pport Customer’s Business

[ PRISM Offers Optimum Performance in IT Operations ]

Data center operation services are becoming more and more diverse
today, with more enterprises moving away from owning their own [T
assets to using remote services represented by cloud-based services.
However, shifting to cloud services has never been a simple task,
especially to those having a large number of servers and users, and
many of these enterprises, as a result of undertaking the transition
in relatively easy areas, are now facing domestic data centers in
siloed operations that involve different vendors and require separate
management. Such a situation is not only detrimental to ensuring cost
optimization and convenience but also likely to obscure where the
responsibility lies in the event of a failure. It could also lead to serious
corporate management risks, including disruption of the company’s
core business, prolonged failure, and loss of customer’s credibility.

Even companies that have achieved a certain level of maturity in their
data center operations and are now seeking overseas expansion as their
next step often find themselves unable to move forward, ridden with the
challenges of dealing with local language and local vendors.

There are many other challenges, as listed in Table 1, and to break
away from this state, it is necessary to integrate operations at
isolated data centers, cloud-based data centers, and data centers
overseas in a seamless manner. Tata Consultancy Services Japan (TCS

Japan) has developed an offering called “PRISM (Prime Integrated

Service Management)” as a comprehensive IT service management
solution addressing various issues associated with data center
operations.

PRISM leverages TCS' wealth of knowledge and helps realize efficient
data center operations. It provides real time analytics at the time of
failure and helps companies to better visualize their IT infrastructure
and application portfolio for optimal performance in IT operations.
Even in IT operations involving multiple countries and regions, PRISM
enables standardized process definitions and quality criteria across the
enterprise, by delivering a consolidated view and perspective.

PRISM defines services in compliance with ITIL, a set of IT service
management (ITSM) best practices that serve as a guideline on
IT system lifecycle management (Table 2). Prime Business Process
Management Service consists of Service Management and Service
Integration, which support ITSM optimization and IT service process
integration, respectively. Prim Monitoring Service provides integrated
and domain-specific monitoring services and covers all the IT layers.
While the combined use of TCS' proprietary ITSM tool Cloud Plus
enables even more effective IT operations, basic operation services
are readily available with the customer’s preferred tools. This tool
compatibility is one of the major characteristics of PRISM, and for this

reason, PRISM has been adopted by about 20 customers already.

Table 1: Issues / Challenges Faced in Data Center Operations

@ Discrete monitoring and ITSM tools set across different data centers

® An architecture capable of confirming events happened in each data center in real time is required

@ Challenge in managing multiple vendors with same quality and service level

@ Support is required from engineers who are familiar with various kinds of technologies and technical areas and industries

@ There is a concern whether the investment for operational integration returns profits

@ Not only data center redundancy but also business continuity of the whole service including operation monitoring should be considered

@ High labor costs for support by Japanese staff, but concerns over local staff overseas meeting Japanese quality-expectations

@ Lack of sufficient manpower and / or know-how for integration of operations and ongoing enhancement
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[ Realizing Quality Data Center Operations with Technological Excellence and Rich Global Experience ]

PRISM is underpinned by three elements — Integrated Command
Center, a proven integration tool and technological excellence, and
diverse technical staff and a wealth of knowledge — which together
work to support the customer’s data center operations. Each

element is explained in detail below.

B Integrated Command Center

The command centers of PRISM, located reliably in Tokyo and
offshore in Pune, India, provide 24-7 system monitoring and
operation services through a dual-base environment. The
coordination between these centers ensures quality services with
enhanced availability even in a time of disaster.

The command center in Pune is part of Japan-centric Delivery
Center launched last year and is customized specifically for
Japanese companies. At this center, a training facility Hikari
Academy is also established to provide monolingual engineers
with Japanese language training as well as seminars for learning
Japanese culture and Japanese business manners. These trained
staff with bilingual skills and broad understanding of Japan support
customers’ operations and overseas expansion. The command
center also offers analytics driven security services, predictive
maintenance through reporting functions based on analytics of
collected data, and flexible, quality operation monitoring services

harnessing global standard quality management models.

B Proven Integration Tool and Advanced Technological Capabilities
TCS' globally proven integration tool Cloud Plus supports the
customer’s IT services from the perspective of a corporate manager,
focusing on three aspects of 1) governance management, 2) IT
infrastructure and application management, and 3) operation and IT

service management.

Table 2: What Is PRISM?

Underpinning Cloud Plus and PRISM as a whole are TCS'
advanced technological capabilities. TCS certifies specialists
in each technological domain as “Center of Excellence (CoE),
and these CoE staff provide specialized services to cater to the
customer’s requirements. Also, leveraging the latest information
on a broad range of technologies and vendors gathered at about
20 technology labs in Japan and India, TCS provides higher value
and contributes to the customer's business. Since these labs can
be accessed through the cloud from everywhere in the world,
customers are able to have PoCs (proofs of concept) and other
simulation tests on technical issues conducted without having the

facilities on their own.

m Diverse Technical Staff and Wealth of Knowledge

With PRISM, the first step is to conduct an assessment to identify
the customer’s issues and problems. This enables selection of a
more proper solution, thereby reducing the time and optimizing
the cost for making improvements.

PRISM encompasses rich human resources with diverse
technological skills and global knowledge; about 1,200 IT
consultants and CoEs are engaged in projects for Japanese
customers to support the customer’s data center operations.

Security, a major concern to many customers, is assured by robust T
security measures. The customer data resides within the data center in
Japan, and the offshore team access it from virtual desktops, so that the

customer's data never resides outside the confines of the home country.

With PRISM, TCS Japan will strive to solve customers’ IT
management issues comprehensively, with a view to ensuring an
environment where customers can fully focus on advancing their

core business and overseas expansion.

Prime Business Process
« Service Strategy Management Service

« Service Design
Prime

« Service Transition Monitoring Service
« Service Operation

« Continual Service

Additional Services | ¢ Reporting Option : Real Time Report/Analysis and
Trend Report ¢ Operating Service

Service Management Using Global TCS Best Practices

Service Integration Using Proven
TCS Tools and Technologies

Integrated Monitoring Service (IMS)

Domain Specific Monitoring Service

* Smart Monitoring : Automatic Contact / Automatic

Correction / Automatic Concierge * Reporting Option :
Analysis and Trend Report

Improvement * Operating Service

ITSM Tools

Cloud Plus, ignio Customer’s Tools

*Covers all the five modules of ITIL lifecycle.
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TCS CEO Chandra Speaks
at Nikkei Asia300 Global Business Forum
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TCS CEO Natarajan Chandrasekaran (Chandra) joined the
line-up of speakers at the Nikkei Asia300 Global Business
Forum held in Bangkok, Thailand on October 7, 2016 to
commemorate the 140th anniversary of Nikkei Inc.

Leaders from just over 10 of the 300 plus companies identified
by Nikkei as must-watch corporations in Asia were invited as
speakers and discussants on their global strategies and the
outlook for the rapidly changing Asian market. Chandra delivered
a speech and took part in a panel discussion under the theme
of “Beyond Asia: The challenges of branching out abroad,” where
he exchanged opinions with fellow panelists, Giant Global Group
(Taiwan) CEO Tony Lo, and Chinese construction equipment
manufacturer Sany Heavy Industry’s President, Mr. Xiang Wenbo.

In his speech, Chandra pointed out that digital technologies,
such as the loT and Al, were dematerializing the world and
triggering drastic changes within existing businesses. He also
highlighted the importance of developing local talent, along
with digital enablement, as being key to successful overseas
expansion, saying, “In order for enterprises to quickly respond
to the changing needs of customers in this digital era, it is vital
to develop human resources in each locality in which they
operate, and invest in innovations and R&D with foresight” The
attentive look on the faces of attendees plainly showed the

level of interest that TCS' global perspectives have spurred.

SERIDT +—Z LOARIE. LLTFDOY A MMIIBEHINTWE T,  For further information on the forum, please visit:
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