TATA CONSULTANCY SERVICES
Experience certainty.

External Newsletter

TCS Japan NEWS

Winter 2017 Japanese/English

TATA CONSULTANCY SERVICES JAPAN

ATata Consultancy Services and Mitsubishi Corporation Joint Venture




TCS Japan NEWS

Winter 2017

Contents P |EY

EM[4] Global Perspective
Innovation in the Digital Age

—_— N O m— A\Y <
TIVRIWIVE—T A RANDESR
Path toa D|g|ta| Enterprise Editor’s Note 45D Global Perspective TlE. 22 XDRE

ICHEFETCAEERTCS BFREBETEHDTCSD
HE HZFCOFVYURIRNFTIZINIVE—TSA

KAl [6] Case Study ANDEH ) LEL T, HBERFRICEEIHET 2
[7y# TE4t# NOMURA Co., Ltd.] DI B R BRSO T BN LET,
TS X ?A@E'J%ﬁ?ﬁﬁ U Z7'ﬂi7ﬁk& F 7z Case Study Tl RE - T A A TLAERD
QEE'HEI-EJJ:%EE =T AT AN —THBIRIELRDY AT

LRFEMZE CHRBNLTNET,

BHE SSORMSNE - T4 AT LA EREEM
ELTUTMARITAET A1 EVD VLT M THIE
LTV&ET,

BhEZECRBEVEITSEEVNTT,

Reduction in Management Risks and Improved Productivity Advanced
at the Same Time through IT System Renovation

E0)[20] Feature Article
1440V 7k Office 365, Microsoft Office 365

In this edition's Global Perspective, titled “Path to a
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Deliver Single-point Communications Support the Age of the Consumer.
Our feature Case Study looks at the system
renovation project for NOMURA Co,, Ltd,, a firm at the
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Realizing True Customer Experience

design and connectivity.

We hope that you enjoy reading our latest issue.
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Global Perspective —Innovation in the Digital Age

Path to a Digital Enterprise

> The “l Want It Now” Customer and “Keeping Pace” Enterprise

Technology has undergone rapid change over the last 30 years.
It is said that every technology has a peak. If there are ten new
technologies, typically only one or two of those will stay the course
and become widely adopted. Amidst the current digital transformation
we find ourselves in, however, a number of technologies — such as
cloud, mobility, social media, big data, analytics, the loT, omnichannel,
and 3D printing — defy this norm and continue their path onward and
upward, ushering in the winds of change.

Back in the so-called “Age of Information,” technologies were defined
by business requirements; the focus was on how digitalization could
improve efficiencies in business. Entering the “Age of the Consumer,’
however, we now find that customer’s strong needs are the catalyst for
new technologies, and these new technologies in turn drive business. In
this consumer-driven era, the customer, who is constantly connected to
information, not only has very high expectations toward companies but
also takes it for granted that their expectations will be met.

In addition, as product lifecycles and time-to-market become
increasingly shorter, today’s business environment is becoming
progressively more complex at an accelerated pace. For instance,
aircraft components in the past used to be made almost entirely of
aluminum; now, aluminum occupies only a fraction of an aircraft,

with the rest constantly being replaced by numerous other raw and

Chief Executive Officer & Managing Director,
Tata Consultancy Services, Ltd.
Chairman, Tata Consultancy Services Japan, Ltd.

Natarajan Chandrasekaran

Natarajan Chandrasekaran (Chandra) is the Chief Executive Officer
and Managing Director of Tata Consultancy Services (TCS), and a
member of its Board of Directors. Chandra was also appointed a
Director on the board of Tata Sons in October 2016.

He joined TCS in 1987 and was elevated to the role of Chief Executive in
October 2009 after serving as the Chief Operating Officer since 2007.
Under his leadership, the London based Brand Finance
acknowledged that TCS had emerged as the fastest growing brand
globally in the IT Services industry over the last 6 years.

N Chandra was appointed as the Chairperson of the IT Industry at the
World Economic Forum, Davos for 2015-16.
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synthesized materials. Retailers, on the other hand, used to think mostly
about the efficiency of the supply chain, but it is now indispensable
to grasp what the customer really wants, and market one’s products
based on that understanding. Retailers nowadays are compelled
to deal with several million SKUs (stock keeping units), operate
through thousands of delivery bases for faster shipping, and become
omnichannel-ready — all to deliver a sophisticated customer experience.
The financial service industry, too, faces numerous challenges; while
trying to offer an array of products, financial services institutions are
under increasing pressure to address challenges including millennial
customers who are making fewer branch visits than older generations,
decreasing cash transactions, security risks associated with managing
burgeoning volumes of data, and the emergence of disruptive new
sets of technologies, most notably, FinTech.

In order for businesses to keep pace with the increasingly complex
requirements of today’s Age-of-the-Consumer, incremental or partial
incorporation of technologies is no longer enough; while companies
carefully ponder their next step forward, new technologies are being
born which trigger fresh dynamics in customer’s expectations and
further broaden the digital divide between customer and company.
What kind of transformation, then, should a company envisage to

bridge such a divide?

Il Building a DIGITAL ENTERPRISE

Autonomous Operations

EXPERIENCE FIRST

Al-based Personalization

Hyper-connected Enterprise

Insights-driven Decisions

INTELLIGENT&
SOCIAL ENTERPRISE

Digital Ready Systems Next Gen Development Cloud First

Workplace Talent and Culture Security

DIGITAL CORE

> Three Tiers of a Digital Enterprise - Bridging the Digital Divide

At Tata Consultancy Services (TCS) we believe that in order for
companies to overcome this divide they need to embark on
transformation across their entire business — from products and services
through to business models and supply chains — transforming themselves
into what we would term a digital enterprise (See figure above).

A digital enterprise can best be realized through a three tier structure,
comprising Digital Core, Intelligent & Social Enterprise, and Experience
First layers. The Digital Core, the nucleus of an enterprise and the very
foundation for the other two layers, requires transition from legacy systems
to those capable of responding quickly to digitalization requirements, as
well as adoption of next-generation development methodologies (i.e,,
DevOps) and a cloud-first philosophy. In parallel, continuous changes must
be made in rapid succession to organizational approaches, such as talent
development and culture. With the digital core established, you will have
the entirety of internal and external data flowing on a real-time basis,

enabling data-driven business decisions to be taken. You will become

a more intelligent, socially connected enterprise, capable of making
expeditious decisions based on holistic data analytics, thus improving
operational efficiency through automation, and realizing more finely tuned
services based on Al-derived insights. Further, armed with the pertinent
insights derived, companies will be equipped to evolve into an “experience
first” enterprise — one which can offer highly contextual, personalized
products and services that deliver a truly captivating customer experience.

How, then, can a company become a digital enterprise? With its business
and systems in motion, it may not be possible to build up these tiers in an
orderly, sequenced manner. It is important to take a 360-degree view of
the path to becoming a digital enterprise, identifying where to start and
whether any such areas will bear early fruit in relation to customers. Doing
so swiftly and without hesitation will be decisive in whether one remains
competitive into the future. TCS, as a digital partner versed not only in the
latest technologies but also the nuances of various industries and markets,

will work with our customers to draw up a road map for the future.

> Supporting the Globalization and Business Transformation of Customers

In order to facilitate such transformations for our customers, we
ourselves must become agile and strive to nurture our people with
agility and flexibility. To this end TCS has built a comprehensive digital
learning platform that allows our more than 370,000 professionals
across 45 countries to learn and enhance their technical skills anytime
and anywhere through a cloud environment.

In Japan we have also been investing heavily in talent development. In
order to cultivate the next generation of project managers and architects
capable of executing large-scale projects to realize customers' business
goals, we have adopted various training initiatives, including programs to
promote mastery of Al, the loT, and other cutting-edge digital technologies.
Further, in order to nurture the future tier of leaders, associates are actively

being assigned to major overseas projects — predominantly in the US. and

Europe - and undergoing overseas training, ensuring they are equipped
as world class IT professionals with leading technical skills and depth of
experience. Investments in facilities such as the SAP Innovation Lab Tokyo —
and loT Lab Tokyo to be launched soon — enable our Japan based associates
to conduct PoCs using the latest Al-powered and loT solutions, thus allowing
customers to trial and experience with greater speed and confidence.

The IT service industry is entering a phase of massive
transformation. Five years from now, everything will no longer
be as we know it today. With our globally proven cutting-edge IT
technologies and business solutions, and deep domain knowledge,
TCS will remain agile in our approach to system development,
ensuring we contribute to our customer'’s speedier deployment of

business operations and the achievement of their business goals.
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7 NOMURA Co., Ltd.

Reduction in Management Risks and
Improved Productivity Advanced

at the Same Time through

IT System Renovation

Mr. Ryoji Tanaka
Business Administration Manager
Risk Management Department

|
Mr. Noboru Ishimatsu
Information System Manager

Corporate Planning Department

Improving the Group’s Productivity while Responding to
Social Pressure for Rigorous Risk Control

NOMURA Co,, Ltd. (NOMURA), a leading company in
the interior design and display industry, is engaged
in planning, designing / drawing, production /
construction, and operation / management of
the interiors and displays for various facilities and
events. With “space creation” and “design, layout,
manufacturing and construction of interiors
and displays for facilities and events” at its core,
NOMURA provides various peripheral products and
services, too. Through more than 7,000 projects a
year, the company contributes to prosperity and
development of its clients' business.

With public scrutiny toward listed companies for
stricter internal control and compliance intensifying
recently, NOMURA embarked on an initiative to

renovate its [T systems to improve the operational

Reinforcing Internal Control

quality, with a view to responding to such social
demand, reducing management risks, and
improving the productivity.

As the partner for the initiative, NOMURA chose
Tata Consultancy Services Japan (TCS Japan). Mr.
Ryoji Tanaka, Business Administration Manager of
NOMURA's Risk Management Department explains
the reasons for selecting TCS Japan as follows:
“TCS Japan had been providing us with advice for
business process improvement for about a year
then. TCS Japan knew well about our complex
workflows, and we knew of its consulting ability
to accurately identify the requirements. We were
confident that it would bring the requirements to

realization fast with the power of IT”

without Affecting Speed of Business

The project started in October 2014. In Phase 1,
the focus was put on ensuring a good balance
between reducing management risks and
enhancing the productivity of the group as a
whole, since merely tightening internal control
would be more likely to result in increased tasks
for business unit staff and consequently hinder
their productivity.

For this end, the first phase consisted of building
of a Microsoft SharePoint portal, renovation of a
communication infrastructure using Office 365,

and re-creation of the core system interface. Mr.
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Noboru Ishimatsu, Information System Manager,
Corporate Planning Department, looks back at the
situation before the project as follows: "At NOMURA,
employees are assigned to different Projects.
Previously, details of a Project were maintained
separately in the members'PCs and shared through
the intranet as needed. Our staff of about 900
people are assigned to over 7,000 projects a year,
and it took all the cumbersome processes of
circulating applications and the like to create folders
on the network and give necessary authority to

members. To reduce such burden and maintain the

M System Overview
Network (WAN / LAN)
Hardware (Server, storage, virtual platform) Core system servers
Sales management
SharePoint intra-mart
intra-mart
Core platform 9
>
Tableau )
wn
Wl I
I Authentication platform [ o
=
| | 7
| P— |
I AD (Active Directory) I
| |
G o o o oo o o o o o o e m En En En En Em Em B Em Em Em Em Em Em B B Em Em Em oJ
Office 365

speed of our ever-growing business, revamping of
the system had become imperative! The difficulty
of finding where certain Project information is
located and searching for past Project information
later on was also posing a big problem. “Our clients
pay for the attractive space production that we
deliver. We thought that it was our responsibility
to save time and costs spent on indirect work and
give back to our clients;"adds Mr. Ishimatsu.

With this awareness, NOMURA took in TCS
Japan’s recommendation to integrate information
through coordination of SharePoint and Office
365. All the existing email and schedule functions
would be integrated on Outlook and displayed on
the SharePoint portal site. Likewise, Project pages
encompassing all the Project-related information
would be created on the portal site so that
Project-related documents and implementation
plans could be managed on the same page.
These initiatives have not only led to improved
communication efficiency for addressing internal
control, compliance, and other management risks,
but also made it possible to prevent NOMURA's

accumulated knowledge from being dissipated

and lost. Through the initiatives, indirect work at
NOMURA has been reduced by about 30%.
A major renovation was also made to the

interface of the core system. Here, NTT Data

http://www.nomurakougei.co.jp/english/

Established: 1892
Head Office: Minato-ku, Tokyo
Core Business: Research, consulting, planning,

NOMURACco.Ltd.

design, layout, creation, and construction to
create facilities that attract visitors, as well as
revitalization, operation, and management of
various facilities and events

Leading Company in the Interior Design and Display Industry
Established in the Meiji period and starting out as a creator of large-scale apparatuses
for displaying chrysanthemum dolls, NOMURA has been in space design business for
more than 120 years. The pioneering, out-of-box ideas and ability to give shape to
these ideas astonished and amused people of the time and have been passed down
to this day, finding their way into more diverse genres. Recent projects include NGT 48
Theater, Hakata Ekinaka Shopping “Ming, and Tokyo Soramachi commercial facilities.
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M Schedule

intra-mart was used with a view to strengthening
internal control. While in an early stage of the
Project, basic information such as the project
name and key dates are registered, more complex
aspects like cost management and outsourcing
management are to be maintained on this interface
as the project proceeds. “There are various risks
encountered in the course of a Project. Is the client
satisfied with the quotation? Haven't there been
any cost increases? Do the creative and production
members agree on the implementation plan
prepared by the sales staff? Consolidating relevant

Project information on this interface has made it

Improving Productivity by

possible for us to control deficit risks throughout
the course of the Project,’ explains Mr. Tanaka.

In fact, NOMURA is beginning to see some
effect on its revenue figures already, including an
improvement in the group’s overall profit margin.
As one of the factors contributing to this, NOMURA
thinks that the renovation made in Phase 1 helped
set things in motion, particularly operation rules
and training — which the company had been
promoting for some time — and as a result, risks
have been reduced and operational efficiency
improved without having much impact on the

work volume per employee.

Visualizing Management Information

The subsequent phase focused on visualization
of information. In order to analyze management
information and present it to the management in
real time and in a way easy to see, a“management
viewer” was added. The management viewer
enables the management to see the current
business standing instantly, by visualizing the
relevant information, such as the number and
descriptions of ongoing Projects, their status,
and future schedules, and thereby contributes to
improved business quality and speed.

In order to consolidate information on partner

2014 2015

companies, a “partner viewer” was also developed.
The viewer enables users to see past transactions
made between NOMURA and the company at one
view. "Although we did have a partner company
database even before, one would usually need to
make a call to the boss or a colleague to find out
about a certain partner company. With this viewer,
one can see each partner company’s strengths
and market share in the region on the screen
instantly and select a more appropriate partner
company faster. Consolidation of partner company

information has also contributed to our operating
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{IT renovation: Phase 2)

® Business analysis
system

® HR / HR analysis
support system

income,’says Mr. Ishimatsu.
Further, a "human resource viewer” was
implemented to realize more efficient human

resource management. With this viewer, the human

resource information across the group can now
be visualized and confirmed from both macro
and micro perspectives, which a conventional HR

management system was unable to do.

Expectations for TCS Japan’s Recommendations

Underpinned by Extensive Knowledge and Unbiased Viewpoint

Looking into the future, Mr. Ishimatsu sees the
need to build a system that helps realize even
new business schemes continuously. “Some of
such ideas may include visualization of the areas
that NOMURA has not been able to reach yet, a
system that suggests a business model based on
past examples, and analysis of behavior patterns
of successful sales people. Further, Al could be
introduced to support business that is becoming
more and more complex. We would also like
to push forward our initiatives of reducing risks

and improving operational efficiency through

renovation of the core system. We look forward
to productive IT recommendations that will
contribute to our business coming from TCS
Japan from an unbiased perspective in the future,
too, comments Mr. Ishimatsu. Mr. Tanaka, too, has
expectations for TCS Japan's knowledge: "We hope
that TCS Japan, as a partner who understands
NOMURA deeply, would bring up far-sighted
recommendations — even outrageous ideas that
would never occur to us, at times — incorporating
Tata Consultancy Services' globally accumulated

knowledge.

Here, the project members from TCS Japan
PROJECT ' tell us about the key points in the project, as
MEMBERS well as their next steps and future efforts.

Tackling the Complex Project with
Elaborate Planning and Technical Expertise

In the early consulting phase, we tried to deepen our
understanding of NOMURA's business as we worked with
the customer to sort out its operational processes. After the
kickoff meeting, we went through a great deal to think how
requirements of both business units and administrative units
at NOMURA could be realized in the system. To build a system
that promises simple operation for people in business units on
one hand and allows administrative staff to maintain logs for risk
management on the other, we carefully defined the requirements
so that there would be no gap between NOMURA's needs and
our recommendations.

From TCS Japan, system engineers with different kinds of
expertise participated in different sub-phases. Since the project

was a very complex one in structure, managing the schedule and

staff became an extremely difficult task. We therefore prepared an
elaborate plan for each phase, while taking a flexible approach in
project management as needed.

Mr. Tanaka and Mr. Ishimatsu were truly reliable leaders,
supporting this complex project at every key point from
coordination among different teams at NOMURA to explaining
to the management. It was a very demanding project, with the
expected quality level high, but they stood there to persuade the
stakeholders for us as long as we met their expectations. Their
existence was very assuring to TCS Japan members, too.

Leveraging TCS Japan's knowledge and making forward-looking
recommendations in cutting-edge areas, we will strive to support
the customer’s business expansion strongly as its true partner in

the future, too.
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ure Article \ Microsoft Office 365

>

dicated Microsoft Solution Team and
ust Operation Structure to Deliver
oint Communications Support

[ Facilitating Internal Communications with Office 365 ]

As companies expand their operations globally, the use of differing
IT systems across each of the geographies they operate in presents
significant communications & information sharing challenges. A company
successfully doing business with the Japanese office of a globally operating
company, for example, would naturally want to expand this relationship
into other geographies. The use of divergent systems by each country-
office could prevent or delay colleagues in other geographies from even
being aware of the relationship; this in turn might affect sales initiatives and
lead to otherwise promising business opportunities being missed. In the
case of enterprises investing in companies abroad, the ability to seamlessly
collect accurate information from the investee entity can be pivotal in
deciding their investment’s success. Further, the use of dissimilar systems
may result in a communication time-lag, delaying important managerial
decisions. These concerns also hold true for intragroup communications.
To address these communication challenges, Tata Consultancy Services
(TCS) recommends Microsoft Office 365 as one versatile, single-point
solution. Key powerful features of Office 365 cover SharePoint and Skype
for Business. The former is a portal-type information-sharing tool that not
only supports email and other basic communication tools, but as groupware
also enables internal notification and sharing of important information while
allowing employees to freely manage and search documents. For the latter

is a tool for real-time information exchange by voice and video.

Amidst increasing pressure for globalization, consolidation of
management, and security compliance, many Japanese companies
have begun to adopt Office 365. Tata Consultancy Services Japan (TCS
Japan), harnessing its wealth of experience with Microsoft products,
strongly supports implementation and operation of Office 365 services
for customers in the Japanese market. Globally, TCS has a specialized
technology practice called Microsoft CoE (Center of Excellence), which
provides high-level technical support to all the Microsoft-related
projects undertaken by TCS worldwide. The CoE's services spread from
architecture design and testing, through to the phases of construction
and operation. Drawing on the knowledge accumulated through various
project implementations across the globe, TCS" Microsoft CoE supports
delivery of optimal solutions to each customer in liaison with a dedicated
Japanese service delivery manager assigned to their project.

TCS Office 365 services start with an assessment of customers’ existing
environment, followed by planning, designing, and implementation of a
migration roadmap to take the customer’s communication and information
sharing environment to its desired state. Migration and ongoing services
are built to establish seamless operations across the enterprise throughout
the life-cycle of Office 365 services. Following initial deployment TCS Japan
would work closely with customers and the Microsoft team to adapt the

customer environment to any new technology and business requirements.

[ All-around Robust Relationship with Microsoft ]

TCS has a robust support framework and strong relationship with
Microsoft globally to expand the services. As a Microsoft Gold Certified
Partner, TCS supports 220,000 Office 365 users worldwide, managing
500,000 mailboxes and 400,000 devices. TCS has a proven track record
of supporting migration to Office 365 for tens of thousands of users, too.
TCS has many engineers with rich level of skills in Office 365 with MCSA
(Office 365 certification). These specialists are assigned to various TCS and
customer locations around the world. Further, as a Microsoft cloud service

provider, TCS helps the realization of an effective Office 365 environment
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for each customer, providing one-stop support from sale of licenses
through to implementation assessment, data migration, and operation.
TCS is also a solution & development partner, who jointly conducts
tests with Microsoft for pre-launch versions of products in order to help
bring them to their market ready state. Finally, TCS itself is a big user of
Microsoft's services. TCS unique knowledge portal is built with Microsoft
SharePoint Server. Some 370,000 TCS employees across the globe use this
single SharePoint platform to share best practices and other knowledge

acquired globally to improve both service quality and their own skills.

[ Responding to Problems in Real Time and with Bilingual Support ]

For Japanese customers, TCS Japan has a unique service delivery model
built between Japan and India to service Office 365 customers (See
the figure). Leveraging its proprietary PRISM (Prime Integrated Service
Management) solution, TCS is able to help customers streamline their
oftentimes complex operations environment, doing so with 24x7
bilingual (Japanese and English) service coverage (PRISM is featured in
detail in our Autumn 2016 issue newsletter).

In the event of a problem relating to Office 365, TCS" multilingual
service desk (Level 1) will field the customer’s enquiry and provide
primary response. Typically it would be logistically and financially
difficult for customer’s domestic IT operations to provide support
24x7, 365 days a year. TCS Japan, however, is able to provide such
through a dual-based customer service desk structure which
alleviates the constraints of time and language. When the problem is
too technical to be resolved by the service desk, it will be escalated
to a higher level of bilingual command center (Levels 1.5 to 3) for

speedy resolution. In instances of any extremely difficult problem, the

TCS Microsoft CoE will provide technical assistance based on its deep
and extensive knowledge, working in collaboration with Microsoft
engineers as needed.

Support services offered by other providers are often delivered based
on a best-effort basis without response-time benchmarks. TCS Japan
adopts an SLA (service-level agreement) based support model, where
it defines clear performance standards for response time. One of the
customers that TCS Japan supports has some 20,000 users and incurs
3,000 incidents and service requests a year. TCS Japan has utilized its
own wealth of experience and its CoE facilities to resolve almost all of
these incidents independently. TCS' performance in this regard has been
highly rated, with the customer commending TCS' speedy resolution of
problems and contribution to improved service quality.

By providing one-stop Office 365 support, from implementation
through to operation, TCS Japan aims to contribute to the
improvement of customers’ overseas business operations and facilitate

smoother internal commmunications.
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Poonam Budhiraja

Poonam Budhiraja has about 30 years of experience in IT
services, including consulting, software solution design and
development, systems integration and project management.
She is well read and informed of the latest technology and
industry (airlines, airports, and shipping & logistics) trends. She
earned a master's degree in Computer Science from University
of Delhi (India) and has been working with Tatas since 1987.

In her current role, Poonam is Industry Leader and Industry
Solution Leader for Travel, Transportation and Hospitality

business unit in TCS Japan. She is based in Tokyo.

Realizing True Customer Experience

ecently, LOT Polish Airlines, the first airline flying Boeing

787 Dreamliner (B787) in Europe, carried their half-

millionth passenger on board their B787. To mark the
occasion, the airline organized a flash mob in their Warsaw Chopin
Airport departure terminal; artists from a musical theatre company
performed on Mamma Mia - a classic number by ABBA. Needless
to say, the passenger was taken by surprise and had the most
memorable experience of his life.

There's another story from a U.S. based airline that offers paid Wi-Fi
services on board. A passenger on one of their flights paid to use Wi-
Fi on board a flight; however, he was unable to use the service due
to some technical glitch. The airline sent the refund, and inflight crew
tried to make up for the inconvenience by offering complimentary
premium beverages. The takeaway for customer experience is how
important proactive service recovery can be around small things.

So what is customer experience all about? Technically, it is the
recall of a product or a service by the purchaser — recall being good
or bad, resulting in the purchaser either becoming an advocate or a
detractor and thus, directly or indirectly impacting a company’s sale
of the product or service. Today, B2C businesses (retail stores, airlines,
banks, insurance companies, etc.) have ‘enhancement of customer
experience management (CEM)"as a strategic goal. These companies
are looking at CEM as a means of increasing their own revenue —
so they try to define various initiatives around it. In both the stories
above, it was the element of ‘pleasant surprise’ that provided a fond
memory. They were successful examples of CEM. Research shows
that customers now take basics for granted and increasingly want
to be helped and treated in a personal, caring way with an element
of 'surprise’. It is the fulfillment of such desires that should form
the centerpiece of an enterprise strategy around enhancement of
customer experience. In order to orchestrate a service that fulfils

the customer’s desire for personalization and surprise, an enterprise
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needs to be collaborative not just across its organization but also
with its external partner ecosystem.

In order to understand this a little better, let us consider the
case of airlines. Few businesses are as competitive or as complex.
Though air travel has become highly commoditized with majority
of passengers only caring about price, the experience itself is
associated with good or bad memories. Despite so much hype
around customer experience, there is hardly an agent at the check-
in counter or at the gate or even in flight, who has useful, complete
and consistent customer information. It is a sorry state when a
family with an infant doesn't get a bassinet seat because more leg
space has been sold at premium to somebody else. We've heard of
instances where the inflight crew starts announcing for a doctor
on-board after a patient has been taken ill — this is being reactive!!
Airline staff is just not enabled with complete information of
passengers on their flight to enable them to be more proactive or
take right decisions at the right time!

Let us now look at how customer experience can be improved at

each step of the customer’s journey.

Purchasing tickets
An airline's Products and Services department conceives products

for customers across various dimensions; the Sales and Marketing
offers these through different channels. But invariably, the offers
across channels are different, making it inconvenient for a customer
to move from one channel to another and be able to get seamless
service.

Pre-departure

Delayed flights and short connections are important influencers of
customer experience. The extent of stress and anxiety caused to the
passenger due to a missed flight is far more than the importance

the airline industry attaches to it. In reality, this anxiety can be eased

- finding the next available connection, putting bags on to it and
informing the distraught passenger is something that is achievable
through the underlying IT systems.

Missed or lost baggage continues to haunt passengers and
airlines alike. Despite many initiatives, the problem has continued
and gets aggravated when there are passenger surges during
peak periods. For a passenger, lost baggage is the most horrible
experience where he holds the airline entirely responsible. It is
joint responsibility of the airline and the airport here and therefore,
collaboration for integrated systems becomes important.
Disruption
Disruptions are commonplace these days. Disruption could be
caused by a terrorist attack, cyberattack, failure of the airport’s
systems or the airline IT systems, extreme weather conditions or
perhaps even some mechanical failure, resulting in a widespread
impact. The outcome is passenger surges in terminals, extended
stays in airports and several hundred unhappy and disgruntled
people. Providing people with a lost look with the correct and
complete information is fundamental in such situations. While
these situations become a nightmare for all concerned, it is not
impossible to keep passengers satisfied by making right information
and regular proactive updates available to minimize their anguish.
In-flight
The in-flight experience of any passenger is a major influencer
on the overall perception of the experience. Seemingly simple
pleasures like that of a meal of choice, a movie of choice or even
preferred reading material go a long way in creating a happy
customer. And for the new generation traveler, maybe a competitive
board-game or battle game with a like-minded passenger would be
height of pleasure!!

Arrival

The last touch point in the passenger’s journey is on arrival at

an airport. A collaborative approach with an airport can help in

enabling a passenger through a new airport or city. For example,
when we arrive in a new country, we need support in finding out
the best place to exchange currency, whether bus or rail or taxi is
the best way to travel to destination, whether taxi takes credit card
or cash only, whether one should grab a cup of coffee before taking

transport because destination is at least 120 minutes away!

Customer experience is all about ensuring ‘value addition’at every step of
the customer’s journey not just with the airline but with its partner system.
Today, technology makes it possible for an airline to extend a completely
holistic experience to its customers. Tata Consultancy Services (TCS) has
extensive experience in the airlines industry and has capability to help
an airline to realize its CEM strategy through solutions and frameworks
such as Single View of Customer, Airlines Digital Platform, Travel Services
Platform, Integrated Data Grid, Single View of Operations, etc.. Single
View of Customer provides a holistic customer information across the
airlines ecosystem and, when integrated with operations systems, enables
operations staff to deal with situations during disruptions.

The need of the hour is to capture customer interactions
not just within the airline’s systems but beyond - whether it is
special shopping in a retail store or buying insurance for a new
car or a house! A fully integrated customer information as well as
collaboration with operations will be a step in a direction of adding
true value. The concept is applicable to other B2C industries as
much as it is to the airline industry. It needs a well-defined domain
specific customer data model at its core and a capability to capture
all customer interactions and conversations at every touch point.
This technical capability can help an enterprise enable availability
of consistent customer information through various channels and
thus service the customer better. This strategy will go a long way to

provide real customer experience.
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TCS employees participated in the race as
runners and volunteers, too (Third from right is a
runner from Tata Consultancy Services Japan).

TCS New York City Marathon App
Wins Gold for

Consumer App of the Year

in Best in Biz Awards 2016

TCS New York City Marathon App has been named a Gold Winner
for the “Consumer App of the Year”in the Best in Biz Awards, an
international business awards program judged by members of the
press and industry analysts.

Tata Consultancy Services (TCS) is the title sponsor of the TCS
New York City Marathon and the only year-round premier partner
of New York Road Runners (NYRR). TCS has been contributing
to the community, applying its technical excellence to other
prominent five-borough races and being the principal supporter
of various youth and community initiatives.

The award-winning race app, downloaded several hundred
thousand times, included the abilities to track up to 10 runners
throughout the course in real-time and plan where to cheer on
runners at different vantage points, as well as public transportation
map overlays, race predictors, and leaderboard results.

TCS, through its sponsorships for sporting events that contribute to
promoting people’s health and healthy life, as well as various event-
linked CSR initiatives, will continue bringing the latest technologies to
the world. As the title sponsor, it plans on making even greater strides
for this most technically advanced race in the world.
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