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INNOVATION: THE TRIUMPH OF THE HUMAN SPIRIT

Thousands of years ago, a pair of human hands rubbed two stones tog’etl'xer to
produce a sparlz. That one sparlz ig‘nited a fire.

And the species that consumed raw meat and vegetation, discovered cooked food!
They discovered that wild animals were afraid of fire and that fire could be used to

protect themselves and also lzeep warm. Innovation 'l‘CSUltS in

transformation.

Even today, our lives are a closely knit web of numerous 'innovations' over time.
Innovation is more than just a discernible output, it is realizing’ the presence of
something’, seeing it when others still cannot and Worlzing' towards shaping’ that
vision.

However over time, rig’ht througfll our education and our pro{essional lives,
indepenclent thinking and creativity are lost and all that is left becomes so stifled,

that organizations literally need to give their employees ‘permission to innovate'.

As Zensar sheds the shackles ()f conformity, come, fue/ the firc we

Zen H&vo’rion

There are asseml)ly lines of intellig‘ent human being‘s, crouched over rows of

slarlecl e

computer code. Blessed with Lrainpower and the tenacity to work hard, these astute
minds have scripted the success story of Indian I'T. But so bound is this industry in
how things should be , more lines of code means more assembly lines of people. ..
more rows of intellig‘ent human laeing’s Willing’ to live and work within the
boundaries of still larg’er software factories. It also means that the thinlzing’ minds
never see the larg'er picture, never look the customer in the eye and empatllize with
his pain. They only write more code within the framework of a solution that is
assumed to be I'igllt for the pro]a]em. It also means that some day, this task of
writing code gets monotonous and the element of human error surreptitiously
sneals into the lines of code. So, more software can only mean more people costing

more money, needing’ more infrastructure and probal)ly malzing’ more errors!

Innovation questions existing para(lig’ms. .. ’
But can human minds alone script software code? And does this l)rainpowcr need
to accumulate at a sing’le g’eog’rap}lical location in order to be successful?
At Zensar, there was no fear in asleing such questions and no need to seek ‘permission
to innovate’. In early 2002, the l)realzthroug’ll in innovation, the Solution BluePrint
(SBP) was born at Zensar. Today, the dream of a clutch of young people with an idea p
has transformed the businesses of companies across the seven seas.
.\(\“oqukon thréugh ?h,“,—“ -
The Computer
1946
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Technology InnovatiSn

Soltware development process flow at Zensar:
1. The Software Delivery Manager communicates the customer speci{ications to
the (levclopment team.
2. The team lead develops adetailed project plan for the implementation of the project. Q@%
- - . o
3. The team lead deleg’ates tasks to the team to build the software solution de51gn.

o
S
4. Using the SBP frameworlz, the l)lueprint of the business process models and 5 The ‘
application desig’ns is created and it is automatically translated into the 3
software application. £ Internet

. The software application is sent to a team of trained software testing experts. fé_
. The final version of the appllcatlon developed using SBP is submitted to the ‘%o 1969
customer. %/

>N 0

7. Thereafter, all application maintenance tasks are done on the l)lueprint, noton the
Code, therel)y re(lucing maintenance costs.

What SBP means to customers
With the human effort of software programming replacecl })y an automated framework , there
is significant reduction in project timelines, effectively re(lucing' costs. Moreover, reduced

human effort results in sig’nificant reduction in human error in software development.

Fnfluencing the software community
The usage of SBP gives software programmers an opportunity to be closely involved in and
to focus on the dcsig‘n and architecture of the software solution, instead of chaﬁnelizing’ their

efforts on writing software code alone.

The Global l)chvcry Model

Zensar's g’lo])al clelivery model envisions the world’s larg'est co-operative society in the
software domain, connecting software professionals across g’eog’raphies and focusing’
eSSentially on desig’n and allowing’ Zensar's SBP framework to generate the software code.
The g‘lobal delivery model thus sig’ni{:icantly reduces the pain of peop]e (lepcnclence and
technology l)ondag'e to deliver ag’ile , flexible, future-proof solutions on demand.
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May 2004: Zensar joins the exclusive CMMI Level 5 Quality Club, one of a dozen

companies in India to achieve this distinction.

October 2004: Zensar inaugurates its new, state-of-the-art quality award-winning
campus in Kharadi, Pune.

November 2004: Zensar partners with Syml)iosis Institute of Computer Studies and
Research (SIC SR) to offer placement guarantees to successful MBA-IT g’raduates.

January 2005: Zensar ranked among the top 500 technology companies in the Deloitte
Tecllnolog’y Fast 500 Asia-Pacific programme, instituted loy Deloitte Touche Tohmatsu.

Zensar partners with the Shenzhen Municipal Government in China to impart
Project Management skills to 1000 Chinese software professionals over three years.

Milestones

These software professionals will be provided project experience and technical and
customer management skills at a dual-shore Center of Excellence (CoE) in India
and China over the next three years.

February 2005: Zensar hosts 40 g’]obal customers at the Global Partnership
Weekend 2005, a tln‘ee-clay interaction forum held in Pune, India.

March 2005: Zensar restructures into SBUs and sets new growth agenda.
The four SBUs at Zensar are:

Application Portfolio Management (APM)

Enterprise Application Services (EAS)

Innovative Technolog‘y Solutions (I'TS)

Business Process Outsourcing and Optimization (BPO?)

Zensar signs multi-million dollar partnersllip in Japan to launch migration solution.
Zensar partnerecl with Japan-l)ase(l Nomura Research Institute (NRI) to launch a
software migration solution - SITAR (Solution Initiative for Transformation and Re-
engineering) for transforming’ existing legacy systems to the open source platform.

April 2005: Zensar rated among Top 100 companies that matter in Knowledge
Management Ly KM World for the third year in succession.

A partial list of our customers: Access Japan | AIG | Arcadia | AskMe | Assurant |
AXA | Beckman Coulter | CAAAREM | Cisco | Cogent | CSC | Credit Suisse First
Boston | Danaher Corporation | Electronic Arts | Fidelity Investments | Fluke |
Fujitsu | Global Payments | Han(].spring | Investec | Landmark | Logitech | Luci(lity
l Marks & Spencer | Meridio | mValent | Nagase | National Grid Transco | NCR |
NEC | Nedcor | Nifty Corporation | NRI |P&O Nedlloycl | Silica | Somerfield |
Sysmex | Talgentra | Trio | Trimble | Universal Weather
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Globalization and rapicl technolog’y clevelopments have openecl up a wide spectrum of
options for customers in the information technolog’y space. The products and services of
IT service companies carry a risk of slipping’ into the web of commoditization. IT service
provi(lers need to rise to this Chaﬂenge Ly iclentifying' differentiators for competitive

advan tage.

Customers across the g’lol)e are demancling that service companies act as true business
partners and not mere vendors meeting a stated requirement. Solving’ a customer's
problem calls for a superior deg’ree of customer empat}ly, in-depth un(lerstan(ling' of the

customer's domain of operation and a fresh approach towards the problem.

Companies operating in t}le; pul)lic sphere, also have great responsil)ility towards
achieving’ hig’h g’rowth and profitalaility. The engine of this industry is its people.
Attracting and retaining the best of talent demands that companies invest in superlative

people clevelopment practices, state-of-the-art infrastructure and create a Cu]turaﬂy
diverse workplace. Zensar has optecl to meet these c/1a//enges Ly tréading the
mnovation patll with pioneering work in software automation and its

rovo/utionary g/olfa/ c]elivery model.

Chairman’s
Overview

It makes me extremely proud to see Zensar's sing’le-minded
focus on innovation in addressing’ customer needs,
sustaining g’rowt}l and }Juilding’ a g‘lol)al community of

talent in a world-class environment.

Harsh Goenka
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RIDING THE THIRD WAVI: - INNOVATION

It is said that aclversity ]Jring's out the best in the human spirit and the

success of Zensar in recent times has tru]y been an embodiment of
a preclominantly

undifferentiated

that spirit. We have overcome the problems of
onsite m()(lel, technolog’y focus and an
smaller software
build a world class
firm that has

value proposition that characterized most
companies in the‘early part of this cleca(le, to
practicc-l)ased intcg‘rate(l offshore IT and BPO
cxllilarating' adrenalin coursing t}lrough our veins — [nnovation!

P EERRE e Ry S

¥

P TRITAIN T M &

which has ()pcnecl neéw business avenues i
arcas of Application Modernization
Integration, Maintenance as well

as Product Engineering Services..

Our SBP capal)ilities have been
tested l)y the most discerning of
partners and customers and
have come throug‘h with ﬂying’ 7
colors. In other areas of business

too, Innovation has added new ,

practices like Testing, Business S n Ofe
lntc”ig’ence and HR Shared Services

into our service portfolio and llelpe(l us grow projects in Knowle(lg’e Management in the
US and UK to full ﬂedée(l Enterprise Collaboration partnersllips. Zensar has shown the
way ])y (le(licating‘ itself to Leing’ a true transformation partner to its clients, and cvery
Zensarian is measured Ly the Innovation he or she can loring to bear to find a better way

of adclressing business problems of customers.

The year 2004-05 has been the most successful in Zensar's short history, and our team
has decided to continue the pat}l ]:)realzing' innovations. The formation of four Strategic
Business Units will enable our new leaders to build and execute successful strategies for
their chosen practices and markets. Our proven track record of quality and tinlcly clelivery
with excellent technical teams in India and China will be supplemcntecl by our g’loloal
C(msulting teams in practices and vertical domains. We will continue to foster, recognize
and reward innovation as the true differentiator for Zensar in a crowded and competitive

ma rl-zctplace and laring' satisfaction to all our stakeholders in the process.

Jak

Ganesh Natarajan
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The SBU Organization

This year, Zensar rolled out the tour-prong’ect Strategic Business Unit (SBU) model
catering to customer needs in specitic tcchnology and domain areas. Each SBU is an
in(tepen(tcnt protit centre (triving the entire lead-to-cash cycle througftl a sales and
(tclivery team, better equippe(l and empowere(l to manage cost and quality, and to

rapi(”y a(tapt to an agilc marlzet.

Ly Jication Portfolio Managemend Faterprise v\@‘xg\st%« ation Services

LAY {hA )
Application Development (AD) Enterprise Resource Planning (ERP)
Application Support & Maintenance (ASM) Business Intelligence/ Data Warehousing
Testing Services (TS) , (BI/DW)

Infrastructure Management (IM) Enterprise Collaboration and Content

) Management (ECCM)
< e c e >

Prononvative tm‘%w‘af»t%w:;y solutions SRACH Business Process Ondsourcing and

()piimirmﬁms (BPoy
Voice led services

Non voice led services
Shared Services

v Knowledge Services

Product Engineering Services (PES)
Application Modernization (AM)
Embedded and System Software Services
(ESS)

‘\WMMM ion Portfolio Mﬁwfmm’mncnt tz’w'}M}

The APM SBU has a sig’niticant number of customer offshore dedicated centres
(ODCs) ctelivering’ hig’tl quality services under annuity contracts. This SBU is focused
on the telecom, utilities and financial services in(lustry verticals. The services provictect
t)y cach ODC encompass (tesign, development, testing, (teployment and support and
maintenance of complex applications.

Application ctevelopment, support and maintenance arcas emphasise on
improving effectiveness t)y:

- Increasing productivity throug’h the Solution BlucPrint (SBP) framework
- Reducing costs through 'right' skilled resources

- Automating software engineering processes

Services in the software testing domain include:

- Functional Testing

- Operational Acceptance Testing (OAT) 2

- Performance Testing <
Infrastructure Management ottering‘s include: §J .
- Manag’ed Services: Deslztop, Enterprise Server, NW Management £ e-mail
- Infrastructure roll-outs Cg

- Professional Services ‘@/o
Pusiness Process Outsonrcing and Optimization Q\HP(}%S %

Zcnsar is one of the few companies with a strategic and integrated vision for

IT and BPO, where BPO’ is a tig’htly integ’rate(l division of Zensar. Almost all

back-office business processes require an I'T systems backbone, to accommodate

for any cllange in business process, eventually necessitating modification of back-end
IT systems. It is txig’hly beneficial when both tasks are executed t)y the same company
coorclinating’ closely. And the customer derives a much llig'tler overall value, as against

contracting two separate companies for the same.

6
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Redefining the boundaries of Business Process Outsourcing, Zensar provides a
comprehensive range of process optimization and teciinoiog'y innovation services as an
intrinsic part of its outsourcing services. Leading with its consulting capabilities, BPO’
has gfearctl itself to offer services to customers in the financial services, rctail,
manutacturing’, telecom, utilities and healthcare segments in four lzey arcas of back
office business process management, technical help desks, multi]ingual customer contact

center and HR shared services.

The olqiering’s also include Knowie(i,g’e Services, targ’ete(i at tlig'li end process outsourcing,
known as KPO (Knowiedg‘e Process Outsourcing).

Loterprise s‘k'ﬂ}?ii&fﬁﬁﬂ“ Services (EAS)

Zcnsar has been provicling’ services encompassing consulting, implementation, upg‘rade,
migration, support and maintenance of several paclzag’ed software solutions to a number
ol organizations, acquiring in-clepth inclustry and sector specitic ]znowledg’e of the
market and its challeng’es. The EAS SBU focuses its attention on the manu‘[acturing’,
retail and distribution industry verticals.

The EAS SBU offers paclzag’e(l software solutions in a gamut of arcas:

- Business process reengineering / process impacting services and assessments,
implementation, upg’rade, migration, support and maintenance of ERP/CRM paclzagfes
- 24x7 multi time zone Database Administration (DBA) and infrastructurc support

- Functional consulting’ services in vertical specitic paclzag’es

- Enterprise Collaboration and Content Management (ECCM) services

- Business Intellig‘ence and Data Wirehousing' (BI/DW) services

fnnovative iii&ciumiogjy Solutions (ITS)

The ITS SBU harnesses innovation and process automation offering specialized services
in the areas of Appiication Modernization and Product Engincering Scrvices using the
future-proof Global Delivery Model (GDM).

Application Modernization focuses on transtorming’ legaCy applications into ag’ile,
”cxii)ic, state-of-the-art solutions ottering’ services of:

Porting | Reengineering | Enterprise Application Integration (EAI)

Migration and Maintenance led Migration | Extension

Product Engineering Services is a combination of software prociuct cngineering and
Embedded and System Soltware services (ESS). These sPeciaiize(l services are (iesig'necl
for [nciepcn(tent Software Vendors (ISV) and Orig’inal Equipment Manutacturers
(OEM).

Valuec-added Services under Product Engineering Services
- Product stratedy and management

- Product and application integration

- Product t)enctlmarlzing’

- Rescarch and development

- Consulting’ in product conceptualization

Zensar has built practices across industry verticals like retail, financial services, telccom,

manufacturing, 10g‘istics, entertainment and utilities among others.
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H. V. Goenka

11.V.Goenka is an MBA from the International Institute for Management Dcvelopment (IMD),
l.ausanne, Switzerland. He is a leac],ing’ industrialist heading’ the US $ 1.8 billion RPG

Fnterprises, which has interests in tyre, power, retail, information technolog‘y and

entertainment. He is a member of the board of several companies and the State Industrial and
Investment C()rporation of Maharashtra (SICOM) Mr. Goenka is also a member of the

Foundation Board of IMD, Switzerland.

Ganesh Notarajon

Ganesh has been Deputy Chairman and
Managing Director of Zensar since March
2001. e is a member of the National
Exccutive Council of NASSCOM and
Chairman of the NASSCOM Innovation
Forum. He also chairs the Outsourcing
Forum of the Confederation of Indian
Industries in Western India. Prior to talzing
over his current position, Ganesh was CEO
of Aptccl1 Limited for ten years. A g’olcl
medalist in Mechanical Engineering and
Industrial Engineering, Ganesh has recently
completed his PhD in Knowledge
Management at 1T Bombay.

[le is the author of thrée McGraw Hill

Books on Business Process Reengineering

and Knowledg’e Management.

Jack Noble

Tim Escudier

In April 2002, Tim was appointed
Business Unit Director for the EMEA
business within Fujitsu Services
(formerly ICL). Previously, he was
Group Executive Director re5ponsi]31e
for the profitablc g’rowt}) and
clevelopment ‘of ICL's Projects and
Profcssional Services Division. He is
also a member of the board for Fujitsu -
ICL Eapana SA. Prior to joining Fujitsu
Services, Tim had been

Board of

Vice President for wholesale and Retail
Banlzing Division world wide at Unysis.
He has also worked with Hambros
Bank, Johnson Matthey PLC and the
Australia and New Zealand Banlzing’
Group. Anthony Pipc is an Alternate
Director to Tim Escudier.

Jack Noble, Director, Core Services, Fujitsu, joined in January 2004 after his stint
with Electronic Data Systems as Vice President, leacling' solution architects g’lol)ally.
Healsoled applications services across Europe, Middle East and Africa.

Earlier, Jack was the Reg’ional Client Delivery Executive for the UK Central

Government region, responsi]sle for project and service delivery in three major UK

Government Departments. His extensive leadersllip and project management

QQGS experience in the Government Inclustry space over the past 15 years is often

sought after for advice and contribution to strategy and sales deals.

Automatic
Teller Machines

He has also been part of Raleig'}l International, a worldwide charitable
organization sponsored l)y the Prince of Wales, and led a wildlife and

(ATM) ecology based project, based in a Zimbabwean bushland.

1969
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