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Infosys BPO, the business process outsourcing subsidiary of Infosys (NYSE: INFY), is an 

end-to-end outsourcing services provider. The company focuses on delivering result-

oriented benefits through reduced costs, ongoing productivity improvements, and 

process reengineering.

It operates in India, Poland, the Czech Republic, the Netherlands, South Africa, Brazil, 

Mexico, Costa Rica, the United States, Puerto Rico, China, the Philippines and 

Australia, and as of March 31, 2014, employs 28,581 people.
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Senior Operations Managers, tasked with project delivery, 

are primarily responsible for the success of any of their 

clients’ assignments. 

To complement their extensive technology and project 

management experience, they needed to be able to 

understand business from their customers’ point-of-view.

Trusted advisors

Go beyond SLAs and understand 
their larger significance

Understand the pressures behind 
different customer roles

Advice with expertise, uncover 
value for up-selling / cross-selling

Trusted advisors
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“There is a clear change in his approach, particularly in strategic thinking.”

“I will now formulate a solution to maximise customer-perceived benefits.”

“Going forward, I can build sustainable propositions for the client.”

“I can now have and offer a view of the financial benefits of our offerings.”

Needed: Expert client advisors

Leverage a simulation-based intervention to 
put them in their clients’ shoes, literally.
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Intervention structure

Meetings with the leadership 
helped identify typical concerns 

that their customers had

Inputs from every individual 
participant, as well as their reporting 

managers, helped identify specific 
strengths and gaps

2-day Simulation Workshop

A 6-month implementation analysis 
helped ascertain the level of 

retention and implementation
(Summarized in this document)
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Stepping into clients’ shoes

Ran a simulated version of a typical 
client’s business as their own

Role-played various stakeholders, took critical 
decisions and traced outcomes to their root causes

Acquired tools and techniques to deal with 
individual stakeholder concerns, as well as overall
company imperatives, as strategic advisors
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Business impact (1 of 2)

Methodology

Participants were individually asked to list out the actions and improvements they had executed in the 6 months after the program, with 

insight gained from the program.

Wherever available, this data was also vetted and approved by the participants’ reporting managers.

Perceived benefits and value adds 
highlighted, based on the target 

audiences (which role in the client org.)

More strategic conversations with 
client leadership, with a better 

understanding of the clients’ business 
imperatives

Strategic fit, top and bottom line 
considerations prominent in 

negotiations with potential clients
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Business impact (2 of 2)

“My level of conversation with other leaders has gone 

up and this has added value. I am now able to cover all 

aspects, particularly the financial ones during my 

meetings with current and potential clients." 

- Anupam Trivedi

Principal Consultant - Banking

“I now understand that it is important to know ROE, 

target audience, along with their perceived benefits and 

value-adds that influences them to continue doing 

business.” 

- Nagaraj A

Regional Manager - Facilities

“For CxO level presentations, I now focus on strategic 

fit, top line and bottom line. It helped during my 

timeline negotiations with one of my potential clients 

where we could come to a mutual consent.” 

- Amit Buttan

Program Lead
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We are a company of business experts and IIM Ahmedabad alumni, 

helping senior leaders transform themselves through simulation-based 

programs with measurable business impact.

© 2015 enParadigm Knowledge Solutions LLP. All rights reserved . All client collateral is the property of the respective companies.

Companies like you
Discover more companies like yours, who have succeeded with enParadigm. We have helped these 

firms change mind-sets, develop critical competencies, and drive tangible business results.

Chola MS General 
Insurance prepared 
its high-potentials 
for the next level

Abbott’s sales 
managers grew to 
forecast, price and 

collect better

Häfele built 
business acumen 

and cross-functional 
collaboration
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