
 

Case Study

End User Management for a leading BPO

Client Profile 
 
The client is a leading BPO 
integrated end-to-end outsou
services third- party clients on 
as inbound and technology supp
 
The client has delivery centers i
Chennai with over 6,000 emplo
locations. It is the world’s firs
achieve eSCM-SP Capability 
company also has Points of Pr
US. 
 
Client Context  
 
The client has a large organiz
and as many as 7 facilities in
6,000 employees who handle b
Their infrastructure includes 
configured to handle multiple cli
 
The client’s SLAs with its custo
These SLAs are also tied to s
client is unable to meet thes
infrastructure, therefore, had to
ensure that the client would be
the client has committed to its 
internal IT team was struggli
dynamic nature of their technolo
 
The client’s IT infrastructure req
both the hardware as well as 
upgrades and patch manageme
not have the capability to q
technologies as required. Lastl
customers who required the c
security safeguards. 
 
Microland Approach 
 
Microland started the engagem
problems in the client’s infras
conducting a root cause analysi

and among India’s leading 
rcing service providers. It 
back-end processing as well 
ort.  

n Hyderabad, Bangalore and 
yees present at these three 

t BPO services company to 
Level 5 Certification. The 

esence (POP) in UK and the 

ation spread across 3 cities 
 these cities with more than 
usiness critical applications.   
multiple networks that are 
ents. 

mers are at 98% availability. 
trict financial penalties if the 
e SLAs. The client’s own 
 be managed effectively to 
 able to meet the SLAs that 
own customers. The client’s 
ng to keep pace with the 
gy requirements.  

uired frequent upgrading on 
the software side, including 
nt. The internal IT team did 
uickly build skills on new 

y, the client had several end 
lient to implement the latest 

ent by identifying the various 
tructure and processes and 
s on the same.  
Microland then proceeded to p
and processes that automated 

imm
ured

Key Deliverables 

of inc
nitorin
t loc

Microland effectively manage
significantly reduce the average
Further, a mechanism to docum
was put in place to impro

’s infr

cess
d th

icroland also rolled out a serv
on the gaps observed in techn

or op
 unde

vices
 to over 99.5% 

•  Configuration and change ma
 
es fo

ce ch
s by 

mplem
    building resiliency in the firew
•  Six Sigma (GB) project for SL
    improved the score from 2.7 t
•  Automation of several day-to

ut in place a new set of systems 
many of the processes that were 
ediately improved the existing 
 high availability of the IT 

idents and outages, Microland 
g system for critical devices and 

ations.   

d high severity incidents to 
 restore time for such incidents. 
ent issues and their resolutions 

ve the incident and problem 
astructure.  

 maps, a Change Management 
eir service documentation. 
ice improvement program based 
ology, process and skill. It also 
erations, technology as well as 
rstand and document the needs 

 and Services improved  

nagement processes were  

r incident resolution 
ecks 
implementing advanced        

enting VLAN, VACL and         
all 
As for breached tickets          
o 3.6  
-day tasks 

previously manual. This 
service levels and ens
infrastructure. 
 

 
To reduce the number 
introduced a proactive mo
services across all the clien
 

management for the client
 
This included detailed pro
Database, device details an
M

institutionalized reviews f
business requirements to
and the gaps.   
 
Benefits 
 
•  Availability of Critical De
    dramatically

    simplified and stabilized
•  Improved turnaround tim
•  Automation of complian
•  Reduction in link outage
    routing technology 
•  Enhancing Security by i
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