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SERVICE DESK TRANSFORMATION
Getting Your Support Future Ready



TechM BPS SD - Global Footprint

Industry Agnostic Offerings

* Global Desk - Easy to Integrate for Global Support
* Digital Desk - Empowering Users and Specialized support
*NX Gen Desk - Transforming End user Experience

Service Maturity

= Transitioned 50+ engagements with 5000+ FTEs
=13 years + of delivery experience

«Verticalzied Solutions across industry

+ Industry Benchmarked Services

* Dutcome based Integrated delivery model
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UK
= Belfast
= Waterford

North America

@

3,500+

Service Desk workforce
across 15 countries | 20+
Delivery Centres | 42+

Global customers across
verticals and regions | 50%
of customer with more than

Languages 5 years relationship | Three
100Mn+ Service Desk
clients
©
2.2 Million Next Gen Solutions

Contacts - Phone, Email,
Tickets, Chats and digital
sources

Germany
® Dusseldorf
= Dresden

>

® Phoenix, AZ
= Hartford, CT
= Austin, TX

| L ]
Mexico
= Mexico City
= Aguascalientes

[——o
Brazil

= S350 Paulo

Next Generation Platform
Services - Chatbot, Uno,
Tactix, Hubble, iISTAX,
Servicenow and Remedy

,—"#
India

= Hyderabad
* Noida

* Bengaluru
*Pune

= Chennai

L

Malaysia
= Kuala Lumpur

Philippines
= Manila
= Cebu

Client Location e TechM Location
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Outcome based Service Desk Offerings

Our service desk solutions are result driven and focus on deliveiring on the pre-decided parameters
repeatedly. This is precisely why we offer our clients an outcome based pricing model. This not only builds
trust but also showcases the confidence that we have in our solutions.

Offerings Functions Tiers

7~ 1 Service Desk
SERVICES e Single Point of Contact supporting End Users on [T Products and : I
TECHNOLOGY - Senvices, resolution focused with L1 and 15 capabilities ¥ A
RSN 2 Technical Assistance Center v
Plethora of services providing assistance to users of
technology products & services
3 Command Center @
Centralized command to monitor health of IT [’bbd
Components and the processes Service [Jesk
4 Monitoring
Monitoring wide variety of IT devices and applications to give a 360Bview of physical,
virtual cloud and network infrastructures
5 Identity and Access Management -
Support of technical systems, policies and processes that create, @ RIGITAL
ESK
Services Platforms and Next Gen Solutions
\ X Gen
\ation & Benchmarking
| N
. ' Service Desk

¢
Key Differentiators and Value enablers
*Integrated Delivery Model to ensure “First Time * Outcome based pricing models
Right” and “Continual Service Improvement” * Proven Self Heal and self help for customer
+ 5Dl Certified with "best in the industry” score of empowered experience
3.78outof 4 * Global support/ presence (8 centres in Europe)

* 10+ Global Service desks engagements in Europe  * Ever-increasing Request Automation
+ Flexibility to adapt to changing industry Shift-Left focus

innovations
» Correlation and Predictive analytics capabilities

enabling better work place efficiencies



Getting Ready for the Future - NexGen Service Desk

While traditiona service desk solutions depend on manual inputs, our NexGen Solutions leverage
automation for a process that is predictive and cognitive. Here’'s how an overview of an ideal journey

towards automation:

" pescmesumon

SELFSERVICE FOCUS

Year 1
e
» Self Service Portal
enhancements
#ilvR
» ChatBot
One-click remote > Fix Its End-User interface Year 2
control for more » Password less for one-click S Drnioe iwiiogs
efficient resolution resolutions and \ nﬁ_:;a ::m? .
process and remote service requests d End lsgrp:nalyﬁcs
diagnostics » Knowledge Management
Re-engineering
Minimal or No
Automation
o Up to 20 % @ Up to 30 %
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PROACTIVE SUPPORT

*

COGNITIVE SUPPORT

@@® | s €y
> Device Monitoring '
Agent made aware | . eo g anne mont ing | Predictive,
ofissues through | Eng user Analytics Automated &
notifications before | 3 knowledge Management Self-Healing
e”d'u?er Re-engineering Realtime Problem
escalations. Detection, Disgnosis
And Resolution
|
|
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AUTOMATED



Transforming Service Desk Solutions across Europe

NEARSHORE - BUDAPEST, HUNGARY

Centers (03) . Total Seating
CityZen (1) 400+
Capital Square (2] .

B Languages: French, German, Italian, Greek, Italian, Swedish, Spanish,

n Russian and Portuguese

The 3 state-of-the-art centres in Budapest offer a total usable area of 21000+ SFT. The premises include
the working floors and other facilities like Cafeteria, Conference rooms, Meeting Rooms and Training

Rooms.

Advantages:
*Comfort of the service being delivered entirely from EU
»TechM currently delivers for 2 Pharma customers out of Budapest.
» Flexibility on demand management.
*anguage Skills availability.
+|SMS & 1S027001 Security Procedures: periodic Internal and External Quality Audits
= 0DC Entry/Exit & Hub Room access control enabled with CCTV monitoring



FACILITY AT CAPITAL SQUARE - 2ND FLOOR

Locations Features:

* Total Area 372.07 SGM .
* Workstations 43
* Meeting Rooms 2

* Manager Cabins

* Server Room

FACILITY AT CAPITAL SQUARE - 7TH FLOOR

Locations Features:

« Total Area 289.72 SQM. IR ¥ O R v
* Workstations 31 3 N 1 !_El|ll_l -‘ }
* Meeting Rooms 2

* Manager Cabins

* Server Room 1

FACILITY AT CITIZEN BUILDING - 5TH FLOOR

Locations Features:
* Total Area 1451 SGM.
* Workstations 150
* Meeting Rooms 2
* Manager Cabins 2
* Server Room a




LEIPZIG, GERMANY
Total FTEs :‘ cenur [1)1:
B85+
Plans to reach 500+ 9tr1:3-15

in next 2-3 years

This facility was inaugurated in October 2018. It is
located in the heart of the city and is currently serving
one of the largest and well known German companies

Advantages:

* Located very close to the University, giving us an aeasy access to a multi-national
diversified pool of 29,500 students

* High availability of German speakers forming a workforce of 250K

* \Well connected to all forms of public transport - Trams, Local Trains and Buses

* Low cost labour and low cost infrastructure

2nd Floor:

3 workstations

3rd Floor:
34 workstations




DRESDEN, GERMANY

Uistes mgﬂ" S took over its offices from the H&D International Group.

o

Total FTEs }“ center1y  This facility was started in April 2018 after Tech Mahindra

Advantages:

* This facility gives us access to a taent pool from 9 universities including TU Dresden

* Most of the members of the Silicon Saxony e. V. - one of the largest microelectronics
and IT clusters in Germany and Europe are located in Dresden

* It is located near the highway and hence aeasily accessible by public transport

Facility Details: kL j B
1st Floor: : —
50 workstations
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3rd Floor: ] 3
100 workstations -




