


Agility & 

Responsiveness
Digital 

Experiences

Non-Traditional 

competition 

Velocity of Ideas 

& Networking 01

Have the speed and agility of a 

start-up Increase the velocity of 

reaction and response to a rapidly 

changing external environment

Increasing customer 

expectations regarding 

extraordinary experiences 

Increasing competition 

from digital natives and 

nontraditional players

Bringing the best of the 

organization & ecosystem 

into every customer 

interaction

Optimize Cost
Lower cost to serve across

the run and change

initiatives

Extreme Automation
Deliver more

business initiatives in an

accelerated manner to

deliver more value

Simplify & Modernize

Simplify the existing IT

landscape

and tooling while modernizing
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❑ Customer Experiences and User Journeys

• Organizations do not always understand their

customer journeys leading to missed 

opportunities for customer delight and optimization

❑ Business Alignment

• Enterprises struggle with realizing business 

benefits from transformation initiatives because

of lack of alignment to

business outcomes.

• Business and IT Operations SLAs and 

metrics are not aligned to business 

outcomes

❑ Security and Resilience

• Enterprises are continuously in reactive mode being

overwhelmed with security, privacy, performance

and availability issues

❑ Process Efficiencies and Excellence

• Enterprises do not understand how their 

business processes truly work so they 

struggle to optimize and automate tasks

• Managers don’t always know how tasks are 

performed by their employees and how they 

interact with IT systems

• Enterprises spend up 70% of IT budgets on 

operations because of lack of automation

❑ Innovation and Agility

• While there is increasing rate of changes externally,

enterprises are saddled with legacy tech, old

processes that are slowing them down

• Enterprises struggle to achieve innovation at

the desired speed and scale



❑ Define business strategy and business value metrics

at multiple levels like org, unit, process, individual.

❑ Discover customer journeys and value streams, 

understand how processes truly work and how people

interact with systems through data mining and benchmark

performance with peers.

❑ Create a digital innovation ecosystem powered by Living

Labs, Listening posts and Emerging Tech CoEs

❑ Apply Design Thinking, understand desired experiences,

identify friction points and eliminate them. Identify value

levers, strategize and plan appropriate business and tech

transformations, modernization and operations

transformation initiatives.

❑ Bring in the process and culture change needed. 

Adopt Agile and Product centric organization 

structures.

❑ Accelerate and De-risk execution of digital 

transformations through modernization 

frameworks, cloud native platforms and

digital infrastructure.

❑ Integrate Business and IT Operations and adopt

Cognitive First to make it zero touch and efficient

❑ Measure the effectiveness of the initiatives

and align them to value streams and business 

outcomes.



Multi-Level 

Business Value 

management

Define Value 

Measures and 

Benchmark

Discover 

Value Levers 

and Analyze

Strategize, Plan 

and Execute 

Transformations

Measure KPIs 

and Track 

improvements 

Org 

Performance

Process 

Performance

Individual 

Performance

Business 

KPI

Individual 

Productivity

Process KPI

Value 

Discovery

Process 

Mining 

Task Mining

Business 

Transformation

Modernization

Operations 

Transformation 

Business 

Control Tower

Process 

Control Tower

Productivity 

Control Tower



Sponsorship Board CxO CIO, Directors

Investments High Medium Low

Scope of 

Interventions

Re-imagine entire end to end customer

journeys like Prospect to Order, Order to

Activate

Transformation of process by 

Digitization, Automation and

Omnichannel 

End-end cognitive automation to provide 

record of Proof Of Sustainability(PoS) 

every time biofuels are purchased

Org Impact
Entire process redefined and 

enterprise re-organized as per 

customer journeys

Limited impact, training

business in new ways of

working

Limited Impact

Impact on Legacy

Re-imagined the entire tech stack &

introduced scalable cloud native

architecture (Elimination of 100+ systems

Modernized legacy
Minimal Impact. Created over the 

top platform

Benefits

Significant Benefits

• Order submission reduced from

30+ days to 30 mins

• 14,500 + Manual steps reduced

• Self Service via ChatBot

and Mobile Apps

• Request handling time

reduced from 25

mins to 5 mins

• Seamless integration with

15 different application

• £2-5M Savings/per year

• £10.5M Increased working 

capital

• Increased Accuracy

• 100% compliant

Leading Telcom 

Company

Leading Energy 

Company
Leading Oil & Gas 

Company

Sponsorship



Business

leadership

Business 

Operations IT Operations

Transparency & Steering

Efficiency & Optimization

Transformation

Monitoring

Compliance

Customer

Experience

Sustainability

Total Cost of Ownership

Customer Service Levels

Not actionable 

dashboards

Lack of Business Value measures

and Peer benchmarks

Slow pace of innovation

High Run Costs

Lack of Business to 

App mapping

Process quality issues

No systematic

improvements

Compliance 

challenges

AI only in POCs

Multiple vendors

passing the buck

Too many Apps

Slow Legacy 

Systems

ITSM Excellence

Bureaucratic processes

Not Cloud native

Lack of understanding of

customer journeys

UX lacks empathy with

customers

Lot of Friction Points

Disjoint value streams

Disjoint and Siloed Innovate, Transform and Operate Organizations

Too many process

deviations

Inefficient manual 

Operations

Growth



Business

leadership
Business 

Operations
IT Operations

Efficiency & Optimization

Monitoring

Business Value 

Management

Business KPIs, benchmarks

& Goals

Process

Reengineering

Process Mining & 

Analytics

Transformation

Initiatives
Continuous

Improvement

Compliance and

Conformity

Cost &

Efficiency

AI &

Automation

SLA & 3rd party

monitoring
IT & Arch roadmap

Modernization

DevOps

Cloud First Digital

Platforms

Customer

Customer

Journey Map

Design Thinking

Value Stream

Analysis

Experience

Sustainability

Total Cost of ownership

Customer Service Levels

Task MiningFriction Point 

Analysis Living Labs

Human Centric 

Design

Digital Innovation | Digital Transformation | Digital Operations

Compliance

Product Centric 

Organization
ITSM Excellence

Business to App 

mapping

Transparency & Steering

Growth

Transformation



❑ Accelerated Growth

❑ Grow selected business segments 
supported by customer engagement and
innovation

❑ Deep Simplification

❑ Simplify the portfolio, footprint, 
organization with ONE operating model

❑ Good to great Operations

❑ Excellence in execution and operations

to reduce costs

7. Accelerated Digital 

Tech Transformation

8. Cognitive First 

Digital Operations

9. Cognitive 

Automation

1. Business Value 
Management

2. Agile and Product Centric 
Organization.

3. AI and Insights Driven 
Organization

Digital 

Innovation 
Digital 

Transformation 

Digital 

Operations 

Business Value Centric

10. Live Enterprise Architecture Foundation

Modernized Core

•Multi Cloud, Cloud Native

•Cyber security, Data Privacy

Digital Experiences

•Customer & user Centricity

•Value Streams

Cognitive First

•Enterprise AI Cloud

•Cognitive Automation

Digital Workplace

•Digital Skills and Culture

•Continuous Learning

4. Reimagine experiences 

driven by customer journeys 

and value streams

6. Re-engineered Business 

Processes aligned to value 

streams

5. Foster new business 

models with digital 

ecosystems and Living Labs

1 0 - f a c t o r m e t h o d o l o g y t o a d i g i t a l n a t i v e f u t u r e
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7. Accelerated Digital 

Tech Transformation

8. Cognitive First 

Digital Operations

9. Cognitive 

Automation

1. Business Value 
Management

2. Agile and Product Centric 
Organization.

3. AI and Insights Driven 
Organization

Digital 

Innovation 
Digital 

Transformation 

Digital 

Operations 

Business Value Centric

10. Live Enterprise Architecture Foundation

Modernized Core

•Multi Cloud, Cloud Native

•Cyber security, Data Privacy

Digital Experiences

•Customer & user Centricity

•Value Streams

Cognitive First

•Enterprise AI Cloud

•Cognitive Automation

Digital Workplace

•Digital Skills and Culture

•Continuous Learning

4. Reimagine experiences 

driven by customer journeys 

and value streams

6. Re-engineered Business 

Processes aligned to value 

streams

5. Foster new business 

models with digital 

ecosystems and Living Labs



Identify

Design

Realize• Conduct Maturity Assessment 

and Benchmarking

• Leverage Initiative Intelligence 

to identify initiatives

• Identify value levers for the

initiatives

• Set SMART goals for 

initiatives

• Prepare business case for 

recommended initiatives

• Digital Twin of processes to 

forecast the changes in business 

KPIs

• Correct course to achieve the 

goals by recommending 

initiatives

BusinessValue

Management

O u r o f f e r i n g s h e l p o r g a n i z a t i o n s f l i p t h e o d d s  t o  r e a l i z e  v a l u e  f r o m  t h e i r  

t r a n s f o r m a t i o n  p r o g r a m s .  A  F u t u r e - p r o o f  A I - p o w e r e d  p l a t f o r m  u n d e r p i n s  o u r  

a p p r o a c h  t o  m e x m i z e  t h e  f u l l  p o t e n t i a l  a n d  d r i v e  l o n g  t e r m  v a l u e  c r e a t i o n     

• Implement recommended initiative

• Automate data collection

• Track and manage initiative

• Track goals

Powered by

Infosys LEAP



BUSINESS CUSTOMER OPERATION

BRAND SYNERGY

OPQ

OPQ framework 

Measure, benchmark and track 

metrics against relevant industries,

competitors and locations

BUSINESS

Understanding the business growth,

efficiency and sustainability

CUSTOMER

Understanding customer satisfaction 

across various NEOM customers

OPERATION

Tying up different transactional 

services, non-transactional services 

and value-add services to 

understand operational efficiencies

BRAND and SYNERGY

Enabling Brand Management and 

Ecosystem development to understand 

overall performance of the shared

services

BusinessValue

Management

T h e  p l a t f o r m  c o m b i n e s  a l l  a s p e c t s  o f  o r g a n i z a t i o n  p e r f o r m a n c e  i n t o  t h e  

m e t r i c  O P Q  – m o n i t o r e d  t h r o u g h  c e n t r a l l y  g o v e r n e d ,  a u t o m a t e d  c o n t r o l  

t o w e r   

Procurement

Corporate IT

Finance

People

Non-core  
processes

Service/Product  Lifecycle 
Management

Supplier Management

Ecosystem Enablement

Organization & Talent

Customer Experience

Customer Outcome

Customer Lifecycle 
Management

Efficiency

Growth

Sustainability

Brand and Risk 
Management

Change Enablement



BusinessValue

Management

Client’s Motivation

INEOS was considering an upgrade for its current ERP (from SAP ECC) to the S/4 HANA platform for their Styrolution business line

which is 5.2 bn Euro business dealing with specialty chemical primarily involving styrene and its derivatives.

Project Objective

• The aim of the engagement was to assess current capabilities, related business processes from technical & functional

perspective with a key focus on improvements brough to the table by SAP S/4.

• Use the assessment to develop the S/4 implementation roadmap based on the prioritized capabilities addressing their pain-points, gaps

and senior management's future aspiration.

I N E O S B u s i n e s s P r o c e s s T r a n s f o r m a t i o n

Solution

• Value scan & assessment of operational & business processes & target improvements

• A detailed cost-benefit analysis was to be performed for the envisaged future state having standard S/4 and add-on

solutions through a detailed business case for a 10-year horizon for driving the decision of the top management



BusinessValue

Management

F L U I D  D P A  I S  A  F R A M E W O R K  r e a c t i n g  q u i c k l y  t o  m a r k e t  o p p o r t u n i t i e s ,  c o n s i s t e n t l y  

p r o d u c i n g  d e l i g h t f u l  c u s t o m e r  e x p e r i e n c e s  a n d  s i m p l i f y i n g  p r o c e s s e s

“Fluid DPA” builds on the mindset of Live Enterprise with a virtuous cycle of Sense, Analyse, Respond and Evolve to build highly efficient and automated end-to-end

experiences and modernize legacy systems

Low CodeCase Mgmt.Automation 
Bots

Business 
Rules

Machine
Vision

Interactions
Process
Mining

EVOLVE

To learn and adapt with

‘Digital Brain’

RESPOND

Automate the processes across 

humans , bots and systems

SENSE

Understand Inputs from customers,

users, systems and machines

ANALYZE

Analyze and define how the journey and

process should look like

DIGITAL 
PROCESS 

AUTOMATION

Doc 
Analysis

Process 
Modelling

Image 
Analytics

Journey 
Mapping

Adaptive
Decisions

Next Best
Action

Events



Reengineered

Business

Processes

The Background

$ 23B

Revenue
100+

Countries
48,000

Employees

Crop 

Protection Fertilizer Seeds

The Challenges

Customized and Complex ERP 

systems

Pain and disruption due to

multiple big-bang implementations

Process variations in

O2C, P2P, AP

showing harmization

opportunities

10,000+

Invoices paid too early

or too late providing 

Working Capital 

optimization scope

~25%

Sales orders get credit 

blocked, reduction will 

optimize manual 

intervention and

improve throughput 

time

90%

Some customers take 

to clear invoices, 

another opportunity to

improve Working 

Capital

>1 year

Global automation

rate, with significant

scope to improve in

certain regions

54%

Global on time 

delivery rate,

substantially below 

target in several

regions

78%



Reengineered

Business

Processes

The Goal

Simplified Core
Functionality Hub 

Deliver Differentiate 

Business Value

Minimal

Customization

EODB (Ease-of-Doing-Business) Program

“Our journey in process mining has started and it is exciting to see how many opportunities we have to reconsider

and improve our way to operate, having as never before the opportunity to see the reality of what we do in full

transparency in a click.”
- Cristina Destri

Process CoE Lead

Harmonized 

Processes

Improved 

Working 

Capital

Reduced 

Manual 

Intervention

Improved 

Customer 

Satisfaction

Increased 

Automation



Infosys was engaged in an IT
landscape assessment program 

comprising of ERP and Order
Management systems, MS

Dynamics and Salesforce. Infosys 
took the data-driven automated

route and helped RC discover the 
as-is Order Management process,

along with recommending 
standardization and optimization

options.

Stryker has partnered with Infosys
on their data-driven process 

transformation journey.

The first process we are working
on is AP where discovery and

roadmap determination is 
complete. The future roadmap is
being laid to transformation more 
processes across Oracle, SAP,

Salesforce and ServiceNow.

Daikin partnered with Infosys
to identify process redesign,
nonconforming variations and
automation opportunities in
the Procure-to-Pay process 

using Celonis process 
mining. Business Impacts 

were identified, and 
prioritization matrix was 

provided for opportunities
identified.

Global Pet-food

Manufacturer

Data-driven IT 
Architecture 
Assessment

Medical Equipment 

Manufacturer

Financial process 
transformation

Air conditioning 

manufacturer

Process redesign,
nonconforming variations

and automation 
opportunities identification



B P I  p l a y s  a n  i m p o r t a n t  r o l e  i n  e v e r y  p h a s e  o f  t r a n s f o r m a t i o n .

Business Process 

Intelligence 

Pre -Transformation During -Transformation Post -Transformation

• Assessment of Client’s 

Business Processes using 

Process Mining tools to 

identify inefficient Business 

Processes.

• Benchmarking of critical 

business processes and 

KPIs prior to 

transformation

❑ Assessment of Client’s 

Business Processes using 

Process Mining tools to identify

inefficient Business Processes.

❑ Benchmarking of critical 

business processes and KPIs

prior to transformation.

❑ Accurate Business Process

Blueprinting using Process

Discovery tools.

❑ Efficient documentation of AS

IS and TO BE business

processes using Process

Modelling tools.

❑ Automation of inefficient

processes.

❑Monitoring of Client’s Business

Processes to ensure

compliance and identify

deviations from SOPs.

❑ Benchmarking of critical 

business processes and KPIs

post transformation to record

benefits.

Process Discovery - Process

Mining Process Benchmarking

Process Discovery – Process

Modelling – Process Automation

Process Mining – Process 

Monitoring Process Governance



“ C o g n i t i v e  F i r s t  C l o u d  F i r s t ”  D i g i t a l  O p e r a t i o n s

End to End Ownership & Integrated

User Experience

Cloud First (not cloud always) &

Evergreen technology

OPERATIONAL

EFFICIENCY
(IT OPEX at 0.3-0.5% of

revenues and 70+ Net 

promoter score)

DIGITAL 

OUTCOMES 
(20-30%

accelerated value 

generation)

Intelligent IT & Business operations 

powered by AI & Automation

Industry specific innovation 

for white spaces

Cognitive First

Digital

Operations



Cognitive First

Digital

Operations

Infosys
LEAP

Human 

Centric

Business 

Aligned

Agile &

Innovative

Integrated

Autonomous

Resilient

USER EXPERIENCE CENTRIC OPS
Understand the experiences desired by key

personas and current state

BUSINESS ALIGNED OPS
…continually probe the LIVE 

ENTERPRISE for insights on frictions

eroding experience and failures causing

disruptions

INNOVATIVE AND AGILE OPS
…Innovate constantly with LIVING LABS

applying emerging technologies and

Agile processes to transform business

for the DIGITAL era

RESILIENT OPS
…apply SRE principles and assure

that users get an always- on, auto-

healing, highly secure, and continually

innovating service

OPTIMIZED AND ZEROTOUCH OPS
… simplify the tech landscape using the portfolio 

rationalization, continually eliminate frictions and, and

amplify human engineers through cognitive actions

performed by DIGITAL BRAIN powered BOTS and

accelerate the journey to Cloud and Digital Platforms

INTEGRATED OPS

… integrated Biz Ops, AMS, ERP Ops, Cloud 

Ops, Infra Ops, Network Ops and EUC

Apps

Data

Infra

Process



Cognitive First

Digital

Operations

An  i n t e g r a t e d ,  c l o u d  e n a b l e d ,  o p e n  p l a t f o r m  t h a t  o f f e r s  a  h i g h l y  

d i f f e r e n t i a t e d  s o l u t i o n  f o r  A M S  s e r v i c e s  f o c u s e d  o n  a g i l i t y ,  p r e d i c t i v e

a n a l y t i c s ,  a u t o m a t i o n a n d  b u s i n e s s  o u t c o m e s

ECOSYSTEM

VALUE PROPOSITION

❑ Complete remote transition and operations

❑ Zero touch automation & AI Operations

❑ Process Intelligence

❑ Innovation ecosystem for continuous 

improvements

❑ Business aligned IT – pivot AM on business 

process KPIs and business outcomes

REUSABLE COMPONENTS

❑ ML Studio

❑ Widgets

❑ Digital brain

❑ Bot factory

❑ Micro Bots

❑ Dashboards

❑ ML Models

❑ Schemas

INNOVATIONS

Poly

RPA
Digital

Workspace

Graph based 

MLmodels

Ticket analytics with 

business context

RECOGNITION

ACHIEVEMENTS

KEY IMPLEMENTATIONS

❑ Leader in Everest Next-Gen AMS PEAK matrix

❑ Leader in ISG Provider Lens for Next-Gen AD&M services

❑ Leader in Avasant’s Radar View for Intelligent IT Ops

services

90+ Active
engagements

20K+ Micro bots

Client Advisory
Council with

30 CXOs

Leading FMCG Company & Retail Company.
Leading Manufacturing Company & Telcom Company.
Leading Energy Company & Oil & Gas Company.

Cognitive 

automation Suite

LEAP for 

IoT



Cognitive First

Digital

Operations

Business KPIs, Value 

Maps, Industry 

benchmark repository

VALUE MANAGEMENT

Discover Friction points 

and failure points

PROCESS MINING

No code Framework for 

Process Orchestration 

and Case Management

NOCODE BPM

Monitor Business and

Process Health

BUSINESS CONTROL 

TOWER

Predictive Analytics with

Digital Brain

DIGITAL BRAIN

Knowledge graph 

models and analytics

KNOWLEDGE GRAPH

Cognitive Automation and

Bot Repository

COGNITIVE AUTOMATION

Living Labs Hackathons

LIVING LABS



Cognitive First

Digital

Operations

Context: British multinational oil and gas company headquartered in London, United Kingdom with $180B

in revenue and 60K employees pivoting from international oil company to an international energy company

Next Gen App Management Strategy

Platform Powered by Infosys LEAP

Key Outcomes in last 3 years

17%
Reduction in

ITOps Team

$12.8 M
Reduction in

TCO

70%
TAT Reduction for

Change deployment

100%
Regulatory 

compliance



Innovation

Ecosystem

Infosys

Living

Labs

Emerging Technology Incubation

Rapidly prototype and pilot innovative solutions

with clients by using emerging technologies

Culture of Innovation & Shared Infra

Instill a culture of innovation across large organizations

by leveraging the BTN program and Infosys

shared Digital Infrastructure

Global Innovation Hubs

Leverage Global Innovation Hubs, IP/Platforms, Physical and Virtual

Living Labs & talent pool driven by Innovation evangelization by

Marketing

Listening Post-as-a-Service (LPaaS)

Proactively monitor and provide foresight on Horizon 3 Technologies 

& Business Trends & publish through IKI and TechCompass

Large Scale Roll-out

Seamless transition from a PoC to large scale 

deployment by leveraging the vast experience 

Infosys has in large scale implementations

Startup and University Ecosystem

Tap into the Infosys Innovation Network (IIN) that 

includes hundreds of startups & universities and 

leverage our strategic investments in startups from IIF



Innovation

Ecosystem

Conversational AI

Computer Vision 

Transfer Learning AI

Security

Responsible AI

Generative AI

Artificial General

Intelligence Auto ML

Artificial Intelligence

AI Data

Management Data

monetization 

Graph Analytics

Big Data/Dark data/Thick

data Differential Privacy

Data for Digital Modernization Assurance

AI/ML in

Testing Test

Automation

Customer Experience

Testing IoT/Big data

Testing

X-Reality

Digital Twin

Immersive Experience

(Retail XR, Collaboration

XR, Sports & Ent VR,

Virtual Learning)

Cyber Security

AI powered

Toolkits Biometrics

Continuous

Authentication Software

Defined Security

NextGen IoT

Sensor Fusion Edge 

AI web of Connected 

Things

5G

Realtime Remote Access 
360° Broadcasting

V2X Communication

NextGen IT

DevOps/QAOps

Democratization Code

Free Tools Emerging

languages

Boundaryless Architecture

Blockchain

Smart Contracts

Decentralized Apps

Blockchain Networks

Adaptive Systems

Autonomous systems

Drone Delivery Swarm

Robots

Self Assembling Robots

Smart Spaces

Phygital

Adaptive Interface

Geo-spatial Technology

Radar and Object

Recognition

Future of Work

Future Workspace

Collaborative Bots

Gig Economy

Resilience

Business Resilience

Regulatory Tech

Cloud Virtualization/ 

Containerization 

Hyper- automation 

Multi-Experience



Telcom 

Living 

Labs

Trends & 
Sensing

Global 

Innovation 

Hubs & Marker 

Space

Pilot Scale 

Implementation

Culture of 

Innovation

Listening Post 
and Partner 
Ecosystem

Emerging

Technologies

Led Incubation

Listening Post as a Service and

leveraging Innovation Network and

Startups Partnership e.g. Typing

DNA, Tobii Pro, Temi

7+ ideas cross-pollinated from Telco

and Retail Horizon 3 technology trends

& industry experts

Leverage the presence of Global

innovation hubs at Raleigh, Phoneix

and Richardson. Rapid mockup store

set up to create a maker space for

Vision Anaytics POCs

Rapid prototyping across

emerging Technologies e.g. Gait

Analysis, Gaze Analytics,

Blockchain, Vision Analytics

Instilling a culture of Innovation via 

Design thinking, Innovation 

Platforms/IPs, Infosys Innovation 

Governance & Frameworks

10+ projects scale to pilot 

implementation seeded from our

innovation projects etc.

Innovation playbook

✓ Funding model & reporting

✓ Idea capture, prioritization
✓ Orchestrated delivery model

✓ Innovation Governance

✓ CIO reporting

✓ Joint Client innovation



LiveEnterprise

Architecture

Characteristics

Value Proposition
Approach & Mindset

Think Interactions

Think Ecosystem

Sentience (Sense, Respond, Evolve)

Platform Mindset

Micro is the new Mega

Connect Humans, Data, Things 

(Hardware driven through software)

After connecting, Observe the telemetry 

data, signals streaming from these 

connections.

After observing, organizations can sense,

process and respond – become Sentient.

Once Organization develops the ability to 

make decisions in an automated matter and 

has real-time visibility, it becomes Alive.

To bring Sentience in everything within an 

Enterprise, Agility is required in the 

business processes, operating model and 

underlying infrastructure

Unbundle and re-bundle at enterprise scale 

to drive Innovation and increase the 

velocity of ideas and solutions



LiveEnterprise

Architecture

Knowledge Graph

Drive better visibility and 

insights by seamlessly 

mapping information

across organizational silos

AI Services

The organization’s eyes and

ears, allowing you to see and

sense in real time and 

remotely

Experience

Configurator

Provide hyper-personalized 

and cognitive user experience

for workers and customers

Wingspan

Accelerate the enterprise

talent transformation

journey

Poly-cloud

Embrace the best

innovations

application stack

Digital Brain

Continuously curate

organizational knowledge and

intelligence for the enterprise



Reimagined

Experience

Service Blueprints | Future StatePersonas | Current State

“My mission…”

Opportunity Statements

“My ideal future state…”

Infosys brings a unique combination of skills, platforms and know-how to

drive and realize client’s transformation

PROBLEM SPACE SOLUTION SPACE

Pain points Needs

Goals Tasks

“The things I touch…”

People Process

Tech Data

Unresolved 

pain

Unmet 

needs

People

Process

Tech

Data

Delivery 

Model

Governance



Reimagined

Experience
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Manage the daily order in-take & 

execution cycle

What’s my Work Motto?

Age : 45 Years

• Achieving the service-centre objectives and goals for

the business
• Having insights and real-time access to order 

management progress and escalation needs

• Manage the daily order in-take & execution cycle in my

service centre
• Provide service-level fulfilment reports to my internal 

customers

• Advanced master-data quality checking functionality

• E2E automation capabilities for order management
• A real-time progress reporting & predictive monitoring 

framework

• Automatic service-level reporting

• Too many non-automated error-probe manual activities

• Recurring master-data issues
• Limited proactive monitoring of orders in different 

systems

• Internal collaboration methods outdated

Cognitive Order Management Use 

Cases / Solutions

Automated Order

Acquisition

Automatic Order 

Quality Validation & 

Repair

Automatic Demand

& Supply Match

Automatic Customer

Inquiry

Automatic Rejects, 

Returns & Claims

Extract order information automatically from incoming

customer orders in different unstructured formats (e-mail,

fax, phone etc.)

Ensure, all customers orders have the correct codes,

quantities & dates on them

Allocate stocks during order intake and delivery 

according to availability and learned prioritisation rules

Answer customer questions about the order progress

by a chatbot. Also allow late order changes in the

same way.

Mechanise the E2E Inverse Order Process incl. data 

collection / image recognition, case classification, 

compensation & transportation

T
y
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e
s

o
f
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ia

ti
v
e

My Pain 

Points & 

Concerns

Give Me

What I 

Do

My Goals 

& Interests

Case Study:
Large scale programme utilising numerous types of 

technology to deliver a reimagined experience



AgileDevOps&

ProductCentric

Org

Latest version is available in LEX

Product Taxonomy | Customer 

Journey Design | Personas & 

Empathy maps | Product 

Strategy & Roadmap

Target Engagement Model | 

Team topologies & patterns | 

Roles & Responsibilities

Lean Governance Model | MVP 

Funding | Product OKRs

Product objectives & OKRs

| Budgeting & Planning | 

Ways of working| 

Engineering Practices & 

Tools

Enablement programs | Product & Engineering

bootcamps | Hackathons

PRODUCT

CENTRIC VALUE

DELIVERY

Amplify Product

Management

Inculcate 

Product Mindset

Drive Product 

Delivery

Pivot to flow of value

Customer Journeys | Value streams

Re-organize Teams

Product | Platform | Enabler Teams

Setup Lean Governance

Funding | OKRs | Joint Ownership

Product Management CoP CoP | Nurture

special interest groups | Peer-to-peer

learning

https://apc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Flex.infosysapps.com%2Fen%2Fapp%2Ftoc%2Flex_auth_013352056696070144123%2Foverview&data=04%7C01%7CParag_Palshikar%40infosys.com%7Cd463e3b58a6d4e5e08d808d96e09b875%7C63ce7d592f3e42cda8ccbe764cff5eb6%7C0%7C0%7C637661810307125707%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=XBeJrPD9XETgnX05uNrpj%2BLuj9aH4bXkip6wOaWkHsM%3D&reserved=0


Ways of Working

AgileDevOps&

ProductCentric

Org

Amplify Product Management Inculcate Product Mindset

Organization Change Management

Product OKRs

Business Outcomes

Setup Lean Governance

Product Strategy & Roadmap

Product Objectives & OKRs

Team

Topology

Roles

Target Engagement

Model

Product

Taxonomy
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n
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Shared Services – Platform, 

Microservices, Cloud, Infrastructure,

Information Security, etc.

CoPs (Agile, DevSecOps, 

Product Management,…)

Customer Journeys

Personas & Empathy

Product Lines
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Strategic 

Themes



AgileDevOps&

ProductCentric

Org

Product 

Owner

Scrum 

Master

D
e
v
O

p
s

T
e
a
m

A

D
e
v
O

p
s

T
e
a
m

B

Domain1 (Domain Owner)

UX Designer

Full stack 

Developers

D
e
v
O

p
s

T
e
a
m

D

D
e
v
O

p
s

T
e
a
m

C

Business

Owner

100%

Capacity

Partial

Capacity

Results:

• Inception to MVP duration down

by 40%

• Release frequency increased from

~12 weeks to ~1 week

• Test Automation above 80%

• Velocity increased by 30-40%

• Application availability increased to

99.9%

Client
Global cash n carry worth

28BUSD

IT landscape
120 product teams with 50+

greenfield products

Legacy and digital technologies
Technology and Architecture Governance

Product Management Governance

Persona 1 Persona 2 Persona 3 …

Persona Based Product ManagementFunctional 

Abstraction layer 

(Business 

Assembly)

Domain NDomain 1 Domain 2 Domain 4Domain 3

…
…
Legacy

Legacy

)

Abstraction 

Layer 

Infrastructure

) ) ) )

Data Lakes

Product Info

Customer 
Info 

Suppiler 
Info

Standardized Platform as-a-Service

CI pipeline Container
Data &
Search

Logging &
CloudMonitoring

Q

U

A
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Lead 

Developer



AI driven

Decision Making

AI driven Next Gen Tax System and provide 

macro economic indicators to support policy 

formation

Implemented Cognitive services leveraging

Azure services to show connections across

Customer, Recipes, products – Product to

recipe shift with hyper personalization

Built an Upstream Data Marketplace on

Azure services by integrating data assets,

providing projects’ digital performance data

in near real-

time, enabling well and refinery health

monitoring and plant operations optimization.

Leading Oil & Gas Company

Government Organization

Leading Food and Beverage 

Company 

DATA ECONOMY
Data the new Capital, AI

transforms Life, Economy

Evolving Patterns

• New Industry 

Disruptive Business 

Models

• Sentience

• Uberization

• Extreme Automation

• Data for Good

NEW IMAGINATIONS

Implemented Data Sharing Platform and

Data Democratization on Azure cloud. It 

enhanced collaboration among the data

community with the easy data sharing

Live Enterprise, enabling newer data and intelligence

driven products for accelerating digital adoption, reduce

overall operational spend across claims, policy

underwriting and contact center, experience analytics and

360° view for agents and customers

Leading Finance CompanyLeading Insurance Company

DATA NATIVE – DIGITAL NATIVE ENTERPRISE
Innovate, Transform, Reimagine Business• New resilient business 

models

• Disintermediation

• Real-time sense, 

analyze & act

• Phygital

• Digital Workplace

NEW CLASS OF 

PROBLEMS

Digital transformation through modernization of 

enterprise data platform including foundational data,

Ai driven analytics

Leading Insurance Company

Leading Insurance Company

DATA DRIVEN ENTERPRISE
Better Decisions

• Adaptive changes

• Customer-centricity

• Flexible and efficient 

operating model

• Digitization of core

NEW PRIORITIES

Digital Transformation  to enhance customer experience 
across channels, improve customer loyalty and sustain 
customers

Digital Transformation by adopting Cloud and AI in 

secure manner to migrate 4000+ apps on Cloud

and 220+ PB of data, supporting 100+ patterns,

and improved time to market by 10x.

Modernize Enterprise Data Platform on cloud, 

personalized data discovery, enable self-

service reporting, data governance, and AI to

deliver business value

Leading Finance Company

Leading Retail Banking Company



AI driven

Decision Making
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Data Store Master Data Meta Data Data Quality Search Data SecurityData WranglingData Processing Data Integration Data Virtualization PaaS

D
a
ta
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Data 

Analyst

Data 

Governance

Data 

Strategy

Change 

Management

Data 

Management

D
a
ta
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Enterprise Data 

Architecture

@Scale Data 

Platforms

Adaptive Data 

Platforms

Extreme Data 

Engineering

In
s
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h
t 

C
o
n
s
u
m

p
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Reporting Visualization Self-Service EPM Digital Analyst
BI BOT

Digital

Board Room

A
n
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Speech

Analytics

Machine

Learning

Data

Science

AutomationAnalytics

Consulting

Natural Language

Processing

Robotic Process

Automation

Computer

Vision

NIA

S
o
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ti
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n
s

Data CDO Digital AI Workbench AI Solutions Automation Infosys Real-time

Marketplace Strategy Brain Workbench Streams

D
a
ta
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PaaSDevOpsOperationsProvisioning Migration
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Ingestion Testing Migration Testing Mining Testing Visualization Testing Performance Testing Security Testing



A

AI driven

Decision Making

Enrich and expand the client experience

PARTNER ECOSYSTEM

Leverage Infosys partnerships 

with Large players, Startups, and

Universities

TRENDS &

SENSING

AI Thought 

Leadership

CULTURE OF INNOVATION

Hackathons & Datathons to 

accelerate problem solving

AI LED INCUBATION

Rapidly prototype the Intelligent 

Apps, Cognitive Automation 

solutions by using AI

GLOBAL INNOVATION 

HUBS

Experiences 

demonstrating industry 

showcases

LARGE SCALE 

IMPLEMENTATION

Guidance for large-scale AI 

implementation

Innovate using Infosys framework and solutions on EDGE devices 

across industries

Custom application code

+ ML framework

Deployed container 

stack

Image on container 

engine

OS and Device drivers

E
D

G
E

S
ta

c
k

KRTI 4.0 | Smart Fault Tree | Infosys Asset Efficiency Platform | Infosys 

Autonomous System Platform | Infosys Video Intelligence Platform

Leading telco drove business value and innovation at 

scale. Carved out 45 projects with 7 large scale programs 

across AI, AR, VR and other emerging technologies

Empowered players, fans and media at Rolland Garros

with innovations on court & at home through insights-driven 

journalism, and intelligent post-match highlights

AI Living 

Labs



Value
throughAI
and

Automation

PilotPOC

Organisational

Re-design

PRODUCTIONISE AND

MAINTAIN

STRATEGISE

EXECUTE ESTABLISH

. . .

Technology

Roadmap

Definition

Process

discovery &

Business 

Case

AI Maturity /

Readiness

Test, deploy, 

and scale

Build

capability 

and hand

over

ASSESS

Automation, Analytics and AI Advisory Automation, Analytics, and AI Execution and Establishment

9 step Process Discovery 

AI/Automation Lego blocks 

Infosys VRM

Infosys Bot Factory and 

Orchestrator

Infosys AI Workbench, 

Infosys Nia & AssistEdge 

Infosys Genome

Pre-built AI solutions…

Infosys Wingspan 

SuperBot

Multi-platform 

Control Tower

OCM Frameworks

Technology 

Evaluation 

Methodology

Infosys AI Maturity 

Assessment tool and 

partner frameworks

Capability Digital Value

Investment

Nascent

Aware

Experimental

Significant

Core

Digital Disruptor

Value

Assessment



Value
throughAI
and

Automation

12 weeks focused intervention on Lean & Automation adoption across IT, BPM and Support processes

Design Solutions for the 

prioritized backlog items

Define Goals, Participants and gather Data, 

identify sources of waster and optimization 

opportunity

DesignDiscovery Deployment

6 Weeks 3 Weeks 3 Weeks

20,000+
Bots deployed

~24%
Average productivity uplift

350+ MUSD
$ Savings in 4 years

740+
Programs covered

Mindset change

workshop

Bootcamp 
Covering lean and 

automation Training

Working Sessions 
with account team

Formal Reviews

at end of phase

Outcome

40,000+
FTE repurposed in 4 years

Implement optimized Processes and 

Automation across all LOBs

Plot

Oct-Dec 

2017

Wave 1

Jan-Mar 

2018

Wave 2 

Apr-Jun 

2018

Wave 3 

Jul-Sep 

2018

Wave 4 

Oct-Dec 

2018

Wave 5 

Dec-Mar 

2019

Wave 6 

Apr-Jul

2019

Wave 7 

Aug-Nov 

2019

Wave 8 

Oct-Jan

2020

Wave 9 

Feb-Apr

2020

Wave 10 

Jun-Sep

2020

Wave 11 

Sep-Dec 

2020

Wave 12 

Dec-Mar

2021

Wave 13 

Dec-Mar

2021

Wave 14 

Apr-Jun

2021

Wave 15 

Jul-Sep

2021

Wave 16 

Jan-Mar

2022

➢ 3 Accounts

➢ 500 FTEs

➢ Average 15% PI

➢ 27 Accounts

➢ 5000 FTE

➢ Average 22% PI

➢ 10 Accounts

➢ 3500 FTE

➢ Average 17% PI

➢ 33 Accounts

➢ 4153 FTE

➢ Average 22% PI

➢ 29 Accounts

➢ 4900 FTE

➢ Average 20% PI

➢ 25 Accounts

➢ 2900 FTE

➢ Average 28% PI

➢ Includes 9 Non-FP

➢ 27 Accounts

➢ 5400 FTE

➢ Average 22% PI

➢ Includes 3 Pilot Non-FP

➢ 32 Accounts

➢ 3600 FTE

➢ Average 23% PI

➢ Includes 5 Non-FP

➢ 31 Accounts

➢ 3500 FTE

➢ Average 26% PI

➢ Includes 17 Non-FP

➢ 27 Accounts

➢ 2800 FTEs

➢ Average 24% PI

➢ Includes 8 Non-FP

➢ 21 Accounts

➢ 4000 FTEs

➢ Average 26% PI

➢ Includes 7 Non-FP

➢ 26 Accounts

➢ 2900 FTEs

➢ Average 25% PI

➢ 27 Accounts

➢ 3017 FTEs

➢ Average 26% PI

➢ 22 Accounts

➢ 1390 FTEs(560 FTE-

onsite heavy accounts)

➢ Average 28% PI

➢ 28 Accounts

➢ 2860 FTEs(1460 FTE-

Onsite heavy accounts)

➢ Average 26% PI

➢ 16 Accounts

➢ 1850 FTEs(870 FTE-

onsite heavy accounts)

➢ Average 34% PI

➢ 16 Accounts

➢ 1285 FTEs(333 FTE-

Onsite heavy accounts)

➢ Average 30% PI

FY18 FY19 FY20 FY21 FY22



Value
throughAI
and

Automation

A holistic framework across 5 dimensions and

140 sub dimensions to assess, benchmark, and 

quantify the maturity of an organization to adopt

AI and Automation and to tailor the strategy and 

execution roadmap accordingly. This is powered

by industry benchmarks and insights from our

leading partner analysts.

AI Maturity Assessment Framework

Process Discovery / Use Case 

Identification Framework Value Realization Methodology 

(Infosys VRM)A 9-step process discovery / use case 

identification, qualification, and quantification 

methodology to scan business functions and 

identify the best of candidates for applying AI/ML 

and Automation. This is powered by pre-built 

catalogues of use cases, automation and AI 

scoring for prioritisation, and AI/ML/Automation 

Lego blocks to achieve end to end intelligent 

automation

End to end business value identification, design,

and monitoring framework, powered by a

number of re-usable assets. This allows us to 

start mapping value in the advisory phase and 

keep track of realising it as we move into 

execution and establishment.



Value
throughAI
and

Automation

Information 
Extraction

Named Entity 
Recognition

Classification Prediction
Sentiment 

Analysis Recommendations Allocation

Collaborative 

Decision Making
Complex Question 

Answering

Unstructured-
Data Queries

Guided 
Collaboration

Routine Action 
Automation

Summarization Combination Ranking Optimization Evolutionary 

Search

Relationship 

Recognition

Diagnosis Validation Risk Assessment Configuration
Planning &

Scheduling

aaa

Monitoring &

Anomaly Detection
Knowledge-

based Search

Group

Recognition Group Selection

Pattern 

Recognition
Simulation

Agreement

Reasoning

Propensity 

Modeling

Speech

Analysis
Data Mapping

Reconciliation Targeting

Others…



Digital Tech
transformation

Drive effective adoption of the new experience 

with micro change management. UX integration 

strategy during the co-existence phase

Interface migration and conformance during 

migration from old to new systems and during the 

co-existence phase. Remediation where required.

Co-existence of Data, Data migration and 

transformation, Legacy Data mapping, Archival 

and backup

Ringfencing of existing app, Co-existence,

Parallel Run, Feature locks, Decommissioning

Cloud engineering, DevSecOps, Operational 

Resilience, Migration and Modernization Tools, 

Test Automation

1

2

3

4

5

6

User journey and business process impact

planning during co-existence, cutover, migration,

operational impact, customer support. Prioritizing

the delivery based on value stream mapping



Data 

Landscape 

Modernization

Digital Tech
transformation

Live Engineering

Infosys DevSecOps Platform

LEAP

PolyCloud, AICloud

“Infosys Modernization Suite”

Mainframe 

Modernization 

Platform

Database

Migration

Platform

Migration 

Platform

Cloud Native 

Development 

Platform

Cloud 

Modernization 

Platform

Infra 

Modernization

Build/transform

Run

Data Estate 

Modernizatio

n Suite

Accelerate Rev

Growth

Reimagined Client

Experience
Client Business Outcome Improved ROE Increased FCF Improved OM

Polycloud/ 

Infosys Cobalt



Digital Tech
transformation

Application 

Assessment

To Be Architecture 

Definition

Modernization 

Strategy &

Business Case

Modernization 

Planning

POC / Pilot

Domain Driven 

Microservices & Data 

Mesh

Discover Optimize and Evolve Transform

Modernization 

Factory

Socialization &

Support

As-is Interface 

Catalogue

Domain Driven 

Microservices Catalogue

Target State 

Architecture

Target State 

Delivery Model

Modernization Factory ModelApplication Assessment



Digital Tech
transformation

Modernization

Brownfield

Modernization

• Polycloud and event-driven microservices

• Serverless-based B2B API integration

• Multi-hybrid cloud orchestration & 
integration platforms

• Rehost/remediate from on-premise to
cloud

• Re-platform to cloud

• Containerize existing workloads to cloud

ERP

Modernization

Legacy

Modernization

• Mobile First and Consumer grade experience

• Adopt real-time business processes

• Inclusion of speed layer in application design

for better customer experience

• Rehosting mainframe to Microfocus

• Rules Externalization, API-fication, DevSecOps

• Real-time data offload from legacy

• Solutions built on SaaS platform

• Includes Industry specific vertical SaaS

offerings

• SAP, Oracle, Ariba based modernization

• Offerings also include Cloud Migration of ERP 

platforms

SaaS based 

Offerings

Mobile first /

Cloud Native 

Apps

Greenfield 

Modernization



Digital Tech
transformation

Database & Tech 

Transformation

• Oracle, DB2 & SQL

Server to Open-Source 

DB (PostgreSQL, Mongo

DB)

• Application server 

upgrades

• Framework / language 

migration and upgrades

Cloud 

Transformation

• Rehost/remediate

from on-premise to

cloud

• Re-platform to cloud

• Containerize existing 

workloads to cloud

• Polyglot and event-

driven microservices

• Serverless-based B2B 

API integration

• Multi-hybrid cloud 

orchestration & 

integration platforms

Experience & App 

Transformation

• Mobile First and

Consumer grade

experience

• Adopt real-time 

business processes

• Inclusion of speed layer 

in application design for 

better customer 

experience

Data Landscape 

transformation

• Appliance to Snowflake

migration

• Open source/Cloud 

Native ETL migration

• DW migration to data 

lake

Mainframe 

Modernization

• Rehosting mainframe

to Microfocus

• Rules Externalization, API-

fication, DevSecOps

• Real-time data offload 

from legacy

API first & Hybrid 

cloud integration

Smart Digital Infrastructure Transformation Themes

Leading FMCG ,Manufacturing, Telcom, Energy Oil & Gas, Retail, FMCG Company.



1. Pilot the BVFD framework
Pilot the value discovery, process mining offerings to create proactive opportunities for large digital transformation engagements

2. Socialize with leadership on BVFD framework for usage in large platform deals.
BVFD Framework has direct relevance to integrated BPM + IL large deals. BVFD content will be shared with IC, ADM, ES, BPM team. For large deal 

involving business KPIs performance expectations in ITOps deals BVFD framework will be the default approach.

3. Integrate the IP, Accelerators and Offerings.
Pre-build the integrations across the various IP, accelerators across the organization. Enable rapid prototyping and show & tell. Create product centric

organization structure with integrated serviceline teams.
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