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About the Multisourcing Service Integration 2021–2022 

RadarView

1
Enterprises are adopting multisourcing service integration (MSI) to handle multivendor environments and create a 
cohesive IT environment.

2
Avasant’s ongoing interactions with enterprise digital leaders indicate that the adoption of MSI has accelerated 
since 2019. This is enabling enterprises to coordinate among suppliers and improve end-to-end business process 
visibility.

3
The Multisourcing Service Integration 2021–2022 RadarView is designed to help enterprises define their approach 
toward adopting MSI and identifying the right service provider to support them in this journey. It also assesses 
service providers based on their ability to offer MSI services with minimal disruption.

4
Avasant evaluated 32 providers using a rigorous methodology across the key dimensions of practice maturity, 
partner ecosystem, and investments and innovation. Through its analysis, Avasant recognized 21 providers that 
brought the most value to the market over the last 12 months.

5
The report also highlights Avasant’s recommendations and point of view on the road ahead for enterprises 
planning to adopt MSI in the next 12 to 18 months.



Executive summary
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Multisourcing Service Integration (MSI)

End-to-end integration, management, and governance of all services provided by multiple vendors to improve visibility, 

accountability, and realize the full value of outsourced services. These services include cloud, security, network, end-user computing, 

application development, support and maintenance, and other managed services necessary for companies to achieve their 

business outcomes and strategic objectives. Service Integration and Management (SIAM) serves the same purpose as MSI by 

enabling organizations create a unified view through integration and management of multiple suppliers.

The key dimensions of MSI are:

Defining Multisourcing Service Integration 

• Understanding the business requirements and associated risks, undertaking assessments, and creating an 
achievable MSI road map

Strategy and consulting

• Integration among organizations and people; value streams and processes; technology, tools and data; and 
vendor services

Integration

• Designing prototypes, deployment, training, testing, and roll out. Supporting incident management and 
monitoring for performance and continuous improvement

Implementation and managed services

• Determining business outcomes and experiences that will establish appropriate SLAs, KPIs, XLAs, and OLAs

Operations agreements
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Key enterprise MSI trends shaping the market 

Accelerated 

adoption of MSI for 

managing 

multivendor 

environments 

Unified views 

through 

performance 

management 

services

Integrated IT systems 

through proprietary 

ITSM solutions

Improved service 

desk capabilities 

using AI/ML and RPA

• Enterprises face challenges in a multivendor environment, including lack of coordination among 
vendors and siloed business processes.

• The adoption of MSI enables enterprises to standardize information technology infrastructure library 
(ITIL) processes, reduce the mean time to recovery (MTTR), and improve visibility of cost savings.

• Service providers are leveraging a series of proprietary and partner tools to measure supplier 
performance on a standard set of parameters and provide end-to-end monitoring of IT systems.

• The supplier performance scorecard provides reports based on the alignment between the supplier’s 
performance and the business needs. Monitoring tools are used to provide an integrated view of the 
business processes to the stakeholders.

• Service providers use proprietary information technology service management (ITSM) solutions with 
predefined templates to help enterprises establish service desks, offer configuration management 
database (CMDB) solutions for change monitoring, and synchronize their service catalog.

• ITSM solutions help integrate tools, reduce service desk response time and outages, and improve the 
auto-assignment engine.

• Enterprises are leveraging artificial intelligence/machine learning (AI/ML) and robotic process 
automation (RPA) capabilities in service desks to reduce ticket volumes and incident resolution time.

• AI/ML solutions enable enterprises to improve customer experience through sentiment analysis and 
automate event clustering and aggregation.
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Recommendations to enterprises

Establish 

coordination among 

suppliers

• The adoption of MSI enables enterprises to establish a unified cooperation agreement for improving 
the accountability of suppliers and set up policies for managing standards for IT infrastructure support.

• It also helps improve visibility across end-to-end process management and reduce revenue leakage 
through business process automation.

Improve incident 

and service 

management

• The MSI model adoption helps reduce the volume and resolution time of critical incidents through 
virtual assistants and quicker root cause analysis (RCA).

• It also enables the centralization of the ITSM solution and event management while providing 
integration between business processes and applications. This helps reduce service request backlogs 
and minimize data loss.

Automate business 

processes and gain 

a 360-degree 

visibility

• Service provider use of proprietary ITSM and AI/ML solutions adoption within MSI can provide a 360-
degree view of infrastructure, applications, and server health. It also helps provide predictive alerting 
and auto remediation.

• The solutions help automate customer service workflows, monitor compliance status through 
dashboards, and estimate the effort for efficient release planning.

Establish 

governance 

frameworks

• Governance frameworks are used for data projection, addressing IT-related risks driving a multitier, 
and implementing operating level agreements (OLAs) to measure suppliers’ performance.

• Service providers have developed governance frameworks for automating the manual access 
governance process in third-party applications and management of multiple governance forums.
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Avasant recognizes 21 top-tier providers supporting the

enterprise adoption of MSI

Practice maturity



Lay of the land
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Adoption of the SIAM model 

for defining unified vendor 

cooperation 

Lack of coordination 
and collaboration 
among suppliers

MSI adoption provided visibility 

into cost savings

Lack of visibility 
across business 

processes

• A US-based multinational conglomerate had over 50 tools to 

monitor more than 40,000 configuration items, leading to a 

lack of visibility of processes and operational efficiencies. 

• The service management organization was restructured, and 

an enterprise monitoring strategy was implemented under its 

MSI model. This provided visibility into cost savings through 

tools consolidation and improvement in MTTR.

• A Swedish bearing and seal manufacturing company 

lacked cross-supplier coordination resulting in higher 

than industry average critical incidents. 

• The company adopted the SIAM model, which 

helped define a unified vendor cooperation 

agreement to improve supplier accountability and 

standardize 10 ITIL processes across key suppliers.

Source: Avasant research

Increased adoption of MSI improves coordination and 

visibility in multivendor environments 
MSI model adoption enables organizations to restructure service management, standardize business processes, and 

improve cost savings visibility
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Cost 

optimization

Reduction in 

incident 

resolution time

Reduction in 

incident volumes

Siloed ITSM solutions and event 

management increases incident 

resolution time.

A US-based energy and utility company’s ITSM 

solution and event management was centralized, 

and command center and service desk was 

integrated as part of LTI’s MSI offering. This reduced 

MTTR by approximately 30% and turnaround time 

(TAT) by about 40%.

Lack of coordination among entities 

within an organization leads to 

inefficiency and increased operations 

costs.

A UK-based utility company had inefficient reporting and 

performance measurement mechanisms. It adopted MSI-

managed services along with HCL’s DRYiCE products. This 

led to a 70% reduction in critical incidents, including P1 

and P2. The incidents which were unresolved for more than 

60 days reduced from 1,200 to 59.

Inefficient reporting and performance 

management mechanisms leads to an 

increase in the number of critical 

incidents.

A pharmaceutical company had over 800 freelancers and small 

companies that lacked coordination, leading to inefficiency and 

increased operations costs. Capgemini provided IT infrastructure, 

service management, and application services as part of its MSI 

offering, reducing revenue leakage. This enabled one-time 

savings of €47,000 and recurring monthly savings of €4,800 through 

process automation.

MSI adoption helps enterprises optimize cost, improve 

reporting capabilities, and reduce incident resolution time
Service providers help enterprises achieve multiple benefits through application service management, integration of 

the command center and service desk, and leveraging proprietary SIAM solutions
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Manufacturing

BFSI

• A US-based financial services company lacked 

coordination among its three key managed 

services provider partners leading to siloed 

reporting. A three-tier governance structure was 

established at the operational, tactical, and 

strategic levels using SIAM. This helped reduce 

aging tickets by 50% and enabled RCA of P1 

incidents within 14 days.

• A manufacturing company’s ITSM processes were 

inflexible and lacked visibility across end-to-end 

process management. The SIAM model was 

adopted, and SIAM ecosystem governance 

boards were set up. This reduced service request 

backlogs by about 70% and reduced lead time 

for fulfilling supplier onboarding from 14 days to 

under six days.

• A US-based life insurance provider lacked 

coordination among operational tickets across 

providers, leading to high MTTR for critical 

outages. The CMDB automated discovery, 

analytics, and the reporting platform when they 

were deployed as part of MSI services reduced 

P1 MTTR by around 7% and the reopening of 

tickets by about 16%.

• ABB lacked a service assurance framework 

compatible with ITIL and a governance 

framework between service towers. A standard 

global catalog was designed for users to submit 

service requests. As part of the SIAM model, 

policies were set up to manage standards across 

the infrastructure support division. This helped 

integration between the tender and execution 

phases, leading to minimal data loss.

BFSI and manufacturing sector lead the demand for MSI 

services
Use cases addressed in these industries include establishment of a governance structure, coordination of 

operational tickets, and reduction in service request backlogs

Source: Avasant Research
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AI/ML and RPA solutions

AI/ML and RPA are leveraged in the 
service desk to reduce ticket 
volumes, reduce incident resolution 
time, and improve customer 
experience through sentiment 
analysis.  They also help provide 
360-degree views across IT systems.

Development of proprietary ITSM 
solutions

Service providers are building ITSM 
solutions for helping enterprises create 

an integrated environment with 
coordination among suppliers and IT 

assets.

Development of governance frameworks

Dynamic governance frameworks are being 
developed based on enterprise operating 
models and business requirements for 
automating access governance and 
managing multigovernance forums. 

Performance monitoring and analysis 
services

Service providers use proprietary and 
partner tools to measure the 

performance of applications, suppliers, 
and business processes and provide 

better insights.

Providers have increased their focus on four key areas to 

augment their MSI capabilities and offerings
Service providers are leveraging AI/ML, developing ITSM solutions and governance frameworks, and providing 

performance management services for managing multivendor environments.

Note: Examples from select Multisourcing Service Integration providers
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Predictive alerting and auto 

remediation

Virtual assistants and self-service 

options

Sentiment analytics for improving 

the consumer experience

Automated event aggregation

LTI's FIT Smart Experience Desk's services 
include the service desk, user provisioning, 
and remote deskside support. FIT leverages 
AI/ML and provides sentiment analytics for 
improving the consumer experience.

Wipro's AIOps platform, Service Assurance 
using Splunk, utilizes ML for predictive alerting 
and auto remediation. It provides 
automated event clustering and prioritization 
capability for faster incident resolution.

OBS has implemented RPA in its MSI model to 
simplify the service desk experience and 
reduce ticket volumes via virtual assistants 
and self-service options. It connects the 
service desk to the ITSM using RPA adaptors. 

Coforge's Helios platform leverages AI/ML 
tools to provide a 360-degree view across 
infrastructure, applications, and server 
health. The platform helps organizations 
reduce MTTR by about 30% and automate 
event aggregation by around 90%.

MSI providers are leveraging AI/ML and RPA solutions to 

reduce ticket volumes and provide remote deskside support
These solutions enable enterprises to automate event clustering, reduce MTTR, and use RPA adaptors 

for connecting ITSM to the service desk.

Note: Examples from select Multisourcing Service Integration providers
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Improves the 

auto-

assignment 

engine

Provides a CMDB 

solution for 

change 

monitoring

Reduces 

service desk 

response time 

and outages

TCS’s cloud-based ITSM tool, TCS Cloud Plus Service 

Manager, consists of predefined templates of business 

processes. It helps create a service desk to support 

internal processes. It contains a service catalog, 

knowledge repository, and a CMDB solution for change 

monitoring.

Hexaware's Hyper Optimized 

(H2O) proprietary ITSM solution 

has been built for the 

ServiceNow platform according 

to the ITIL v3 standards. It helps 

improve the auto-assignment 

engine, and the configurable 

interface can be used for quick 

and seamless integration with 

other tools.

IBM's ITSM tool, IBM Control Desk, helps manage multivendor and 

multicloud environments. It enables coordination between IT 

assets and incidents, synchronization of the service catalog, and 

integration between monitoring and event management. It also 

reduces service desk response time and outages and improves 

governance through consolidation and automation of processes.

Note: Examples from select Multisourcing  Service Integration providers

Service providers are leveraging proprietary ITSM solutions for 

creating an integrated IT environment

The solution consists of predefined templates for helping enterprises manage the multivendor environment
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1

Source: Avasant Research

Service providers offer performance monitoring and analysis 

services

LTI has partnered with AppDynamics to provide an application 

performance monitoring tool as part of its Digital Experience 

Monitoring service offering. The tool is used for real user 

transactions and code-level monitoring.

Standardizing 

supplier 

performance 

measurement

Leveraging partner 

tools for application 

monitoring

Using DCC for IT systems 

monitoring

1 2

3
2

3

HCL has developed a proprietary supplier performance 
scorecard for measuring supplier performance on a standard set 
of parameters and provides reports based on their alignment with 
the business outcomes. The reports are reviewed in cross-supplier 
governance forums.

Birlasoft leverages its digital command center for providing 
end-to-end monitoring of IT systems. Its performance monitoring 
tool, the iSight platform, consists of an analytics layer that can 
showcase integrated views for the various stakeholders.

Providers have developed scorecards for enabling visibility into supplier performance and tools for monitoring

IT systems

Note: Examples from select Multisource Service Integration providers
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01

Defining the 

governance framework

02

03

Management of 

multiple 

governance 

councils

Designing the 

governance

councils

1

2

3

LTI sets up governance councils with clearly defined charter 

and KPIs representing IT and non-IT functions, and all 

suppliers as part of its MSI offering. It provides a strategic 

governance layer to cater to customer IT and non-IT 

functions like legal, finance, etc.

Capgemini leverages its governance automation software 

and digital governance framework for managing multiple 

governance councils through tracking, monitoring, and 

recording decisions, escalations, and future agenda of the 

governance sessions.

Governance model

Source: Avasant research

Wipro governs multiple vendors through its IT governance 

framework. The offering includes maturity assessment of IT 

environment, roadmap creation, defining a unified 

governance framework and processes, implementation, 

and running.

Service providers are developing governance models to help 

enterprises in seamless MSI transition
The models are used for defining IT governance frameworks, setting up councils with clearly defined KPIs, and 

managing forums through governance automation software

Note: Examples from select Multisource Service Integration providers



RadarView overview
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Practice maturity

• This dimension considers the current state of a provider’s MSI practice in terms of its strategic 
importance for the provider, the maturity of its offerings and capabilities, and client engagement. 

• The crucial aspects in this dimension are the width and depth of the client base, usage of 
proprietary/outsourced tools and platforms, and quality of talent and execution capabilities.

Partner 

ecosystem

• This dimension assesses the nature of the ecosystem partnerships of the provider, objectives of the 
partnerships (codevelopment and co-innovation), and its engagement with solutions providers, 
startup communities, and industry associations.

• Vital aspects in this dimension are evaluation of joint development programs around offerings, go-to-
market approaches, and the overall depth in partnerships.

Investments and 

innovation

• This dimension measures the strategic direction of investments and resultant innovations in the 
offerings and commercial model and how it aligns with the future direction of the industry.

• The critical aspects of this dimension include both organic and inorganic investments toward 
capability and offering growth, technology development, and human capital development, along 
with innovative solutions developed with strategic partners.

Avasant’s Multisourcing Service Integration RadarView

assesses service providers across three critical dimensions:
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Note: Assessments for Accenture, Atos, CGI, Coforge, Deloitte, Fujitsu, Hexaware, IBM, KPMG, Microland, Tech Mahindra, and TCS were 

conducted based on public disclosures and market interactions only.

Avasant based its analysis on several sources:

Publicly available information such as Securities 
and Exchange Commission (SEC) filings, annual 
reports, quarterly earnings calls, and executive 
interviews and statements

Public 

disclosures

Discussions with enterprise executives leading 
digital initiatives and influencing service 
provider selection and engagement

Market 

interactions

Provider 

inputs

Of the 32 service providers assessed, the final 21 featured 

in the Multisourcing Service Integration RadarView

for 2021–2022 are:

Inputs collected in July 2021 through an online 
questionnaire and structured briefings in  
September–December 2021

Research methodology and coverage



Multisourcing Service Integration 2021–2022 

RadarView
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Reading the RadarView

Avasant has recognized service providers in four classifications:

Leaders show consistent excellence across all key dimensions of the RadarView assessment (practice maturity, partner ecosystem, 

and investments and innovation) and have had a superior impact on the marketplace. These providers have shown true creativity

and innovation and have established trends and best practices for the industry. They have proven their commitment to the industry 

and are recognized as thought leaders in their space, setting the standard for the rest in the industry to follow. Leaders display a 

superior quality of execution and a reliable depth and breadth across verticals.

Innovators show a penchant for reinventing concepts and avenues, changing the very nature of how things are done from the 

ground up. Unlike leaders, innovators have chosen to dominate a few select areas or industries and distinguish themselves based on 

superior innovation. These radicals are always hungry to create pioneering advancements in the industry and are actively sought 

after as trailblazers, redefining the rules of the game.

Disruptors enjoy inverting established norms and developing novel approaches that invigorate the industry. These providers choose 

to have a razor-sharp focus on a few specific areas and address those at a high level of granularity and commitment, which results 

in tectonic shifts. While disruptors might not have the consistent depth and breadth across many verticals like leaders or the 

innovation capabilities of innovators, they exhibit superior capabilities in their areas of focus.

Challengers strive to break the mold and develop groundbreaking techniques, technologies, and methodologies on their way to 

establishing a unique position. While they may not have the scale of the providers in other categories, challengers are eager and 

nimble and use their high speed of execution to great effect as they scale heights in the industry. Challengers have a track record of 

delivering quality projects for their most demanding Global 2000 clients. In select areas and industries, challengers might have

capabilities that match or exceed those of the providers in other categories.



23

Multisourcing Service Integration 2021–2022 RadarView

Practice maturity



Service provider profiles
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Industry coverage

Darker color indicates higher industry coverage through digital services

Accenture: RadarView profile

>12%
Overall 

revenue, 
FY 2021

Overall 
revenue 

growth, FY 2021

Has set up a ServiceNow 

Business Group to offer IT 

workflow management 

and security operations. 

Provides an AI myWizard 

platform for automated 

ticket resolution.

Practice overview Client case studies

• Created a data-driven customer service platform for Vodafone as customer experience was 

fragmented and inconsistent. This streamlined customer service operations and created a 

common vision for its multivendor environment.

• Enabled digital transformation for Siam Commercial Bank as its legacy systems could not 

handle unstructured data. The transformation helped automate forecasting of ATM cash 

management that helped reduce replenishment costs.

• Created an IT platform for Siemens Healthineers to digitize customer service and reduce the 

cost of outdated technology. The platform helped automate customer service workflows 

and integrated customer records with analytics tools.

• Created an agile delivery model for Sun Chemical for application management as the time 

required for developing custom applications was high. This improved quality of applications 

with shorter release cycles at the same cost.

• Active clients: 300+

• Practice size: 11.5K+ ServiceNow 

experts

• Certified/trained resources: 

3,250+ ServiceNow certifications

• Delivery highlights: Dedicated 

business group for ServiceNow

Sample clientsKey partnershipsKey IP and assets

• myConcerto: A platform 

consisting of pre-defined 

templates and solutions for 

accelerating business 

transformation 

• Accenture Public Service 

Platform: An integration 

platform with over 40 product 

adaptors and 50 frameworks

• A North American wealth 

management firm

• A UK wealth management firm

• A Europe-based wealth 

management firm

• An insurance company

• An IT organization

• An oil company

• Siam Commercial Bank

• Siemens Healthineers

• Sun Chemical

• Vodafone

~$50B

Technology partners

Solution providers

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media &
entertainment

Travel & transportation

Utilities & resources

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Accenture establishes Service Integration and Management (SIAM) functions within its service management offering, which enables defining sourcing 

strategies and managing the performance of third parties in an organization. 

• Its end-to-end service management offering defines service metrics, assesses capabilities, designs the next state, and provides services using a service-

based operating model. Its service management tool is used for designing processes and implementing tools based on that. It also helps establish 

artificial intelligence operations (AIOps) capabilities that leverage machine learning (ML) and analytics.

• Its AI automation platform, myWizard, creates an integrated ecosystem. The key features include creating benchmarks for automation maturity, 

identifying automation opportunities and building a road map for it, enabling cost optimization, and helping enterprises develop multicloud strategies. 

It also uses ML and AIOps to automate the resolution of end-user tickets and restart failed processes. This has led to a 50% reduction in IT costs and 

improved application maintenance by about 90%.

Practice maturity

Partner ecosystem

Investments and innovation

Accenture: RadarView profile

• Accenture has developed a partnership with Appian for enabling integration of multiple applications and disparate data into a single platform for 

banking and manufacturing industries.

• It has created an alliance with Atlassian for providing application life cycle management (ALM) tools to enterprises.

• It has a dedicated center of excellence for its partner MuleSoft and has more than 550 professionals building enterprise application networks. 

Accenture has built assets and accelerators, including customizable common frameworks, governance, operating models, and templates for 

MuleSoft’s Anypoint Platform. 

• In October 2020, the Accenture ServiceNow business group was launched for augmenting its digital transformation capabilities. The group aims to 

provide industry-specific solutions across financial services, government, telecommunications, manufacturing, healthcare, and life sciences industries. It 

focuses on workflow automation to strengthen AI capabilities for IT operations, customer service and operations, and security and risk.

• It acquired Blue Horseshoe in September 2021 for augmenting its system integration and supply chain management offerings across retail and CPG, 

travel and logistics, and beverage industries.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Atos: RadarView profile

Leverages partnerships 

and CoEs for providing 

application modernization 

and managed IT services. 

Has launched an AI  

application for data 

management.

Practice overview Client case studies

Sample clientsKey partnershipsKey IP and assets

~€12.6B 

• Practice size: 20K+ for system 

integration 

• Active clients: 150k+ users for 

service integration

• Certified/trained resources: 6K+ 

global delivery specialists

• Delivery highlights: Customer 

labs in 71 countries

• A Europe-based bank

• A European utility company

• A global energy company

• A healthcare insurance 

company

• An investment and financial 

services firm

• Enfield Council

• Illumia

• Migros Group IT

• A Scotland-based post office

• The UK’s metropolitan police

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

cloud, digital, security 

and decarbonization 

revenue, FY 2020

Overall 
revenue,
FY 2020

>€5B  

Technology partners

Solution providers

• Transitioned Enfield Council’s Information and Communication Technology (ICT) delivery 

model to SIAM and implemented project governance. The transition reduced IT central costs 

by approximately 25% and project costs by about 20%.

• Worked as a SIAM partner for a Scotland-based post office to manage over 90 IT suppliers 

and build a new IT service model for flexible supplier management. This enabled end-to-end 

service performance visibility, reduced incidents, and improved cost savings.

• Enabled digital transformation of Migros Group’s IT infrastructure using SIAM principles as it 

wanted to transform into a service orchestrator. The transformation enabled the optimization 

of its data center platform to manage 3,000 servers.

• Delivered service desk and SIAM services for the UK’s metropolitan police to support its digital 

transformation. It resulted in accelerated incident response and reduced operational costs 

by approximately 57%. 

• Atos Virtual Assistant: Provides IT 

support with complete chat, 

chatbot, and voice bot service

• XLA Reporting and Enhanced 

Analytics: Collects data in a 

workplace for drawing insights 

and enabling change 

management

• Digital Adoption Platform: 

Provides training, support, and 

feedback for the adoption of IT 

services

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

Practice maturity

Partner ecosystem

Investments and innovation

Atos: RadarView profile

• Atos’ multisourcing service integration (MSI) offering enables service coordination among multiple vendors. Its approach includes establishing 

governance models for service providers, providing real-time information through dashboards, enabling cost reduction, and industrializing service 

management.

• It assesses the service network, helps rationalize and implement the MSI model while considering security risk and governance, and enables continuous 

delivery through the MSI service hub including financial reporting.

• It uses data analytics to optimize data, performance benchmarking and reporting dashboards to provide business insights to enterprises.

• It uses a target operating model for providing SIAM services. It helps define the process for onboarding and offboarding suppliers and design a business 

continuity plan in case of contract termination with a supplier. It also provides a continuous service plan across the supply chain.

• It provides an end-to-end audit of service towers provided by vendors in an enterprise.

• Atos has developed a global alliance with ServiceNow and has developed a global CoE. It is leveraging ServiceNow solutions to provide IT managed 

services, automate workflows, improve business process visibility, reduce redundant processes, mitigate risk, and integrate tools and applications with 

ServiceNow.

• It has developed industry-specific solutions with RedHat for manufacturing, financial services, public sector, telecom, media, utilities, healthcare, and 

life sciences industries for enabling digital transformation and applications modernization. It also helps accelerate agile adoption, improve operational 

capabilities, and deliver new microservices.

• Atos acquired Cloudreach in January 2022 to augment its existing cloud capabilities and strengthen its offerings in North America. This also enabled 

improving its AWS solutions delivery and offering digital services to enterprises in a reduced timeline. It also acquired Processia in April 2021 to strengthen 

its digital capabilities, enabling manufacturers to digitally transform and improve data accessibility through Processia’s Product Lifecycle Management 

solutions. 

• It launched ThinkAI to help organizations design and develop artificial intelligence applications that can process and analyze voluminous and complex 

data sets, which further helps reduce problem resolution time and improve cost efficiency. This enables augmenting data management capabilities.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Birlasoft: RadarView profile

<10%

MSI Services 
revenue, 2021 

MSI services 
YOY growth, 

2021 

Uses SmartIT-Digital 

Command Center and 

360o PM in combination 

for measuring 

outcomes. Optimizes 

connectivity through 

NaaS solution.

Practice overview Client case studies

• Delivered IT processes and helped unify the supply chain for an American medical 

equipment manufacturer with presence across 24 countries. This led to 35%–40% cost savings 

and 100% operations control.

• Partnered with an engine and power generation equipment manufacturer on strategic 

initiatives such as portfolio rationalization, data as a service, and value harvesting. This led to 

an $8M reduction in operating expenses (OPEX) and a 92% reduction in critical incidents.

• Transformed an insurance and reinsurance provider’s finance reinsurance operating model 

through an integrated standard systems solution. This led to improved reconciliation, reduced 

risks, and enhanced suitability for all financial reports.

• Provided application management services for a global oil and gas company’s more than 

seven vendors and 100 enterprise applications, including support and enhancements. This 

enabled a 35% reduction in OPEX and a 20% reduction in tickets. 

• Practice size: 9,000+

• Active clients: 50+

• Certified/trained resources: 

850+

• Delivery highlights: ServiceNow 

CoE

Sample clientsKey partnershipsKey IP and assets

• iSight: An operational 

dashboard for end-to-end 

business process visibility that 

uses AIOps features for log 

correlation

• TruCX: A framework for tracking 

real-time experiences, evolution 

of applications, and complete 

user engagement cycle

• 3rdEye™ : A framework for 

assessing infrastructure and 

databases and building IT road 

map

• A healthcare company

• A multinational software 

corporation

• A power generation equipment 

manufacturer

• An American medical 

equipment manufacturer

• An insurance and reinsurance 

provider

• An oil and gas equipment and 

components provider

• An oilfield services company

$250M–$500M

Platform providers

Cloud platform providers

Solution providers

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Birlasoft’s ValueISMTM is an enterprise architect (EA) as a service that helps build a road map and provide integration, implementation, and managed

services. The EA as a service within the framework is used for assessing cloud readiness and business process optimization, providing data management 

services, and optimizing application and infrastructure portfolio.

• Its SmartIT-Digital Command Center (DCC) and 360-degree performance management (360o PM) are used in combination for measuring outcomes, 

including IT SLAs, BLAs, and XLAs, and improving them. The offering leverages tools such as Celonis, IT service management (ITSM) configuration 

management database (CMDB), and AIOps to identify the root causes of possible anomalies that may lead to service defaults.

• As part of its MSI offerings, the service towers currently being provided are cloud, security, storage, network, collaboration, end-user computing, and 

application development and support. Its Network-as-a-Service (NaaS) solution provides end-to-end optimized connectivity, protects traffic, helps 

reduce WAN costs, and reduces time to market.

Practice maturity

Partner ecosystem

Investments and innovation

Birlasoft: RadarView profile

• Birlasoft has codeveloped a biopharma solution with Oracle to address processes including R&D, managing compliance, counterfeit drug prevention, 

and outsourcing partners. This solution includes cloud SaaS applications such as ERP, CX, EPM, HCM, and SCM for catering to the end-to-end business 

process. It has also developed several SAP-certified partner package solutions.

• Its go-to-market activities with SAP include building a dedicated SAP demand generation and SAP alliances team. It has also been recognized as a 

SAP Sell Authorized (VAR) partner in the US and India. It is currently developing a joint solution, SmartMove, with SAP for enabling enterprises to transition 

from SAP ECC to SAP S/4HANA.

• KPIT merged its IT services business with Birlasoft in 2019. The merger later helped increase its presence in the IT services mid-tier segment. This also 

enabled the improvement of its offerings in the digital enterprise solutions space, including SAP, JD Edwards, Oracle, IoT, Cloud, and digital 

transformation.

• In September 2021, it entered a strategic partnership with Freshworks to leverage Freshworks’ software for customer relationships and IT service 

management. The partnership enabled the integration of Freshworks’ solution into Birlasoft’s digital-first solutions for improving end-user experience. 
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Industry coverage

Darker color indicates higher industry coverage through digital services

Capgemini: RadarView profile

>58%
Operations & 
engineering 

revenue, FY 2021

Operations & 

engineering 

growth YOY, FY 

2021

Practice overview Client case studies

• Active clients: N/A

• Practice size: 3,000+

• External certifications: 2,000+

• Delivery highlights: ServiceNow 

Centre of Excellence

Sample clientsKey partnershipsKey IP and assets

• Capgemini SIAM Platform V2.0: 

A ServiceNow-based platform 

for workflow automation

• Digital Governance Framework: 

Automates multiple 

governance forums 

• Complexity Calculator: 

Automates effort estimation 

process for efficient release 

planning

• Workflow Analyzer: A monitoring 

tool for providing quick access 

to workflow activities

• A Europe-based air navigation 

safety organization

• A Europe-based airport

• A global financial services 

company

• A global pharmaceutical 

company

• A manufacturing company

• A multinational steel products 

and technology provider

• A Nordics-based oil company

• State of Texas

• State of Georgia

> €4.8B

Cloud platform providers

Solution providers

• Automated IT management on ServiceNow environment for the Department of Information 

Resources (DIR) at the state of Texas with an MSI model. It integrated services from multiple IT 

providers, resulting in accelerated service delivery and 77% consolidation of servers.

• Offered digitization and governance of operations and implemented a self-service platform 

with a virtual assistant for a global financial services company. This optimized workloads for 

incident resolution and reduced service calls by 20% and incidents by 80%.

• Instituted SIAM to offer IT process management across multiple vendors and drive 

organizational change management for a manufacturing company. It reduced service 

request backlog by 74% and monthly SLA reporting efforts by 70%.

• Offered IT infrastructure and service management to consolidate external service vendors for 

a global pharmaceutical company. It resulted in improved customer experience and lower 

operating costs with the help of efficient management of offshore delivery of services.

Provides SIAM managed 

services with more than 

60 functions. Uses 

partner network for 

augmenting security 

and application 

performance.

Practice maturity

Partner ecosystem

Investments and innovation

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources
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Analyst insights

• Capgemini’s Digital SIAM offering includes consulting, integration, optimization, service level management, performance management, and analytics. 

The SIAM managed services consist of more than 60 functions that integrate providers and business units. The functions provide Information Technology 

Infrastructure Library (ITIL) functions and solutions management, demand management, managing SLA/OLA/XLA compliance, monitoring, event 

integration, portfolio, and CMDB asset management.

• It provides service catalog and pricing services, including design, development, and automation. It also enables multiple providers to track serial and 

parallel activities and report against the SLAs.

• It uses proprietary and third-party tools for providing SIAM services. Its monitoring framework Automated Code Review Scan helps reduce incidents and 

prevent performance issues. The Workflow Analyzer monitoring tool helps improve workflow management by providing quicker access to workflow 

activities and corresponding scripts. 

Practice maturity

Partner ecosystem

Investments and innovation

Capgemini: RadarView profile

• Capgemini has developed an alliance with multiple technology partners, including Splunk to improve client offerings across security, IT, and monitoring 

capabilities, Odigo to leverage its Smart call mobile customer service application, and Docebo for its training platform.

• It has collaborated with Dynatrace to augment its offerings across application performance management, cloud infrastructure, and artificial 

intelligence.

• It has built a Business Ecosystem Platform with ServiceNow, consisting of preconfigured ServiceNow automation tools. The platform is leveraged for 

offering digital SIAM, enterprise service management, and digital employee operations.

• Capgemini acquired RXP Services in March 2021 for expanding its strategy and transformation, application and technology, and operations and 

engineering offerings across Australia and New Zealand. The acquisition helped strengthen its strategic partnership with ServiceNow, Salesforce, and 

Microsoft.

• It has made investments in ServiceNow and heavily utilized its technology for MSI. It has built dedicated ServiceNow CoEs in multiple countries including 

the US, Brazil, Africa, India, and Poland, developed more than 150 ServiceNow accelerators, and augmented ServiceNow capabilities through 

investment in training and certifications.
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Industry coverage

Darker color indicates higher industry coverage through digital services

CGI: RadarView profile

$5.3B
Consulting and 

systems integration 

revenue, FY 2021

Managed IT 
services  

revenue, FY 2021

Uses CGI Unify360 for 

hybrid IT management. 

Aims to enhance its 

system integration 

capabilities across utility, 

communication, and 

financial services.

Practice overview Client case studies

• Provided IT support to LocalTapiola while developing approximately 200 different systems for 

digitizing its business and services. The SIAM model was leveraged for managing the third-

party IT service providers.

• Restructured IT services for YIT using service desk, automation, system integration, and 

software robotic technologies for enhancing its customer offerings. The SIAM approach was 

used for managing the entire IT services ecosystem.

• Managed development and maintenance of applications and provided support services for 

Fennia’s IT operations to modernize its IT environment. The support services enabled the 

integration of its fragmented legacy IT landscape and improved internal processes.

• Digitally transformed processes for EnBW as it wanted to manage its customer and 

multisupplier processes. The transformation enabled streamlining and automating processes 

and increased the number of online customers. 

• Practice size: 75K+ employees 

at company level

• Active clients: 1,000+ 

ServiceNow customers

• Certified/trained resources:

250+ ServiceNow professionals

• Delivery highlights: More than six 

ServiceNow CoEs

Sample clientsKey IP and assets

• Rondo Document 

Management: A digital 

platform used for automating 

and managing life cycle of 

electronic documents and 

accelerating the archiving 

process

• CGI Collections360: A bundle 

service for management of 

software, business processes, 

and underlying IT for banking 

customers

• A US-based nuclear regulatory 

commission

• A US-based public service 

energy company

• An Australian government 

agency

• EnBW

• Fennia

• Finnair

• Iberwind

• LocalTapiola

• YIT

$4.32B

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Key partnerships

Cloud platform providers

Solution providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• CGI is providing SIAM services, including advisory, function management, and transition across multiple service towers, end-user computing, 

collaboration, compute, storage, network, and application.

• Its SIAM function management services include managing IT providers, day-to-day service deliverables, and long-term transformation. It provides a 

management structure for supporting users and implements comprehensive operating-level agreements (OLAs) to define and report providers' services.

• It also helps resolve any conflict and has established a service desk to provide a common point of contact between users and service providers.

• Its CGI Unify360 solution consists of platform, tools, and managed and advisory services used to manage IT environments, including on-premises, private 

cloud, and public cloud. It is also used to provide security and governance compliance, provide service catalogs, and measure service providers' 

performance.

Practice maturity

Partner ecosystem

Investments and innovation

CGI: RadarView profile

• CGI has developed a partnership with MuleSoft for providing IT integration services. It has also organized marketing programs with MuleSoft to 

showcase how MuleSoft products are being used to enhance its API capabilities.

• It has over 20 years of experience implementing ServiceNow and uses the CGI ServiceNow framework to accelerate ServiceNow adoption. It has 

established ServiceNow CoEs across Canada, Europe, the US, and India.

• It has a partnership with Google Cloud to leverage Google Cloud Platform and Google Workspace to develop AI solutions across multiple industries, 

including communications, retail, and consumer and to design an operating model through Google’s analytics platforms.

• In December 2021, CGI announced the acquisition of Australia-based Unico, which offers technology consultancy and systems integrator services. The 

acquisition is aimed at growing its footprint in Australia, focusing on financial services, government, communications, and utility industries. This would 

also help augment its capabilities across managed services and intellectual property-related business solutions and increase the number of CGI 

professionals by 160.

• It opened an Industry 4.0 dedicated global innovation center in France in October 2021. This center is leveraged for codeveloping new solutions and 

enhancing the existing solutions with manufacturers while using Industry 4.0 best practices.
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Coforge: RadarView Profile

Uses its AI tool Helios to 
give a 360-degree view 
of IT assets and reduce 

MTTR by about 30%. 
Leverages partner 

solutions for analyzing 
server health.

Practice overview Client case studies

• Implemented a SIAM operating model for a Europe-based high-speed train operator as it 

wanted a model for managing performance of over 20 vendors. The new model reduced 

P1/P2 incidents by about 50% and automated processes.

• Provided an integration of service desk using ServiceNow for an American trucking and real 

estate holding company as monitoring its multiple systems was challenging. This led to a 30% 

reduction in cost and integration of end-to-end IT operations and data centers.

• Transitioned the application support for a global cement manufacturing company to help it 

resolve P1 to P4 tickets within the SLA. The transition helped improve business processes 

implemented in SAP and Ariba systems.

• Set up a 24x7 security operations center for a Dutch financial services company as it wanted 

to implement tools based on new regulations. This helped reduce the time for threat 

mitigation and improved productivity by about 10%.

• Practice size: 21K+ employees 

at company level

• Active clients: 200+ overall

• Certified/trained resources: 

1,800 ITIL certified

• Delivery highlights: 25 delivery 

centers worldwide

Sample clientsKey partnershipsKey IP and assets

• TRON: An integrated 

automation platform that is 

used for maturity assessment 

and automating processes 

across application 

development life cycle, IT, and 

business operations

Aerospace and Defence

Banking

Financial Services

Government

Healthcare and Life 
Sciences

High Tech

Insurance

Manufacturing

Non-Profits

Retail and CPG

Telecom, Media and 
Entertainment

Travel and Transportation

Utilities and Resources

150+>7%

Cloud platform providers

Organization
revenue YOY 

growth, FY 2020

ServiceNow 
professionals

Solution providers

• A Dutch financial services 

company

• A Europe-based high-speed 

train operator

• A Europe-based staffing 

company

• A financial services organization

• A global cement manufacturing 

company

• An airline company

• An American trucking and real 

estate holding company

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Coforge’s SIAM offering provides an integrated model to align an enterprise with corporate standards and define tool and process integration 

requirements for multiple service providers. The integration helps establish centralized service management, improve control, add flexibility, and enable 

management at all levels.

• It offers service management as a platform as a service for enabling enterprises to automate their IT operations and streamline service delivery. It uses 

ServiceNow for catering to service domains, including facilities, people, and field service. It implements ServiceNow for multiple shared services, 

including integrating multiple ITSM to a single platform and a service catalog with a system center configuration manager.

• Its Helios platform leverages artificial intelligence/machine learning (AI/ML) tools to provide a 360-degree view and gain insights across infrastructure, 

applications, and server health. This helps add agility to the organization and optimize the cost of the cloud. The platform enables organizations to 

reduce mean time to recovery (MTTR) by approximately 30%, automate event aggregation by around 90%, and reduce costs by 30%–40%.

Practice maturity

Partner ecosystem

Investments and innovation

Coforge: RadarView Profile

• Coforge has developed a partnership with Appian and leveraged its assets for accelerating Appian Cloud offering. Appian’s plugin-certify tool is used 

to assess and analyze source code to detect any incompetence and generate automated reports to find any roadblocks in cloud migration. It offers 

the Appian continuous delivery framework for automated development and deployment of applications.

• It has developed a strategic partnership with ServiceNow for delivering and managing IT services to customers. It has enabled more than 100 

implementations and managed over 200 workflows and automation.

• It is a reseller partner of Google Apigee for enabling enterprises to accelerate app development and use APIs for redesigning IT structures.

• In April 2021, Coforge acquired a 60% stake in SLK Global Solutions to augment its financial services vertical capabilities, adding scalability to its business 

process management operations and expanding its footprint in the US.

• It launched a cognitive service desk audit solution built on the Microsoft Azure platform in May 2019. The solution uses AI to understand end-user 

behavior through text mining and analytics and provides real-time on-screen speech transcription. The solution helps improve output quality by 

auditing staff’s voice quality using AI, resolution accuracy, and process adherence. The solution consists of a dashboard for drawing insights from call 

records.
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Deloitte: RadarView profile

~5%
Consulting 
revenue, FY 

2021

Consulting 
revenue growth 

YOY, FY 2021

Uses OperateEdge™

powered by ServiceNow 

for predictive service 

management. Has 

codeveloped a solution 

with AWS for monitoring 

the health of machines.

Practice overview Client case studies

• Performed vendor management and provided operation services for Ardent Mills' third-party 

applications to add scalability to the organization. This led to the elimination of around 75% 

of redundant processes and reduced cycle time of the processes.

• Provided digital transformation services to a US-based auto insurer as its outdated 

technology could not fulfill customer demands. This reduced manual data elements 

collection from 70 to 14 and platform deployment time from 2–3 years to around a year.

• Enabled management of the third-party IT finances for a CPG company as it wanted a 

centralized spend and demand management process. Deloitte established a governance 

structure and improved visibility on actual spending compared to forecast spending.

• Modernized the legacy processes and systems to build a digital architecture and achieve 

operational agility at PT Bank Danamon Indonesia. This led to automation of DevOps 

pipeline, accelerated time to market products, and expanded the customer base.

• Practice size: 30K+ integrated 

business operations 

management professionals

• Active clients: N/A

• Certified/trained resources: 

1,000+ ServiceNow

• Delivery highlights: ServiceNow 

CoE

Sample clientsKey partnershipsKey IP and assets

• GovConnect: A set of 

ServiceNow solutions for 

government and higher 

education sectors

• VisualChoice™: A visual 

analytics tool that provides real-

time visibility into processes and 

functions to assess their impact

• Deloitte Compliance Monitor 

(DCM): A tool consisting of an 

alert mechanism for detecting 

any compliance discrepancy

• A business and financial data 

company

• A construction and mining 

equipment manufacturer

• A CPG company

• A global payments company

• A US-based auto insurer

• Ardent Mills

• Marathon Oil

• PT Bank Danamon Indonesia

• Regions Bank

> $20B

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Deloitte’s SIAM services in a multivendor environment enable enterprises to reduce supplier costs through financial engagement models, improve 

supplier performance, establish a shared innovation fund with suppliers for codeveloping solutions, and provide incident management.

• It provides integrated service offerings for enterprises, including establishing performance improvement tasks across processes and systems, providing 

maintenance process enhancement, capital project management, cost reduction, and optimization of business processes. Its offerings focus on 

companies in oil and gas, finance, sports, and environmental management industries.

• Its ITSM capabilities include creating standardized configurations, managing IT assets, and using dashboards to monitor performance metrics.

• It monitors and manages enterprise compliance requirements through its proprietary tool DCM. The tool offers a unified view of suppliers through 

centralized reporting and automates monitoring compliance status through dashboards. It also contains an alert mechanism for detecting any 

discrepancy which helps in minimizing penalties.

Practice maturity

Partner ecosystem

Investments and innovation

Deloitte: RadarView profile

• Deloitte’s OperateEdge powered by ServiceNow solution is used to integrate enterprises’ application infrastructure with ITSM tools to improve the 

visibility of end-to-end operations. It also leverages artificial intelligence/machine learning (AI/ML) to provide predictive service management 

capabilities, reduce maintenance costs, and analyze KPIs to identify data anomalies.

• It has developed an AWS-powered Smart Factory Fabric solution for manufacturing, healthcare, oil and gas, and automotive industries. The solution 

consists of preconfigured IoT applications for enabling companies to improve their operational performance, improve visibility, optimize production, 

reduce downtime, and monitor the health of machines.

• Deloitte acquired Odysseus in October 2021 for augmenting its ServiceNow and project portfolio management capabilities. The acquisition enabled 

improving its IT Business Management, DevOps, ServiceNow’s IT, and customer workflow solutions. It also helped accelerate the ServiceNow 

deployment timeline for enterprises.

• It launched its Digital Service Delivery Platform in September 2021 for the government sector to help them modernize IT structure and enable data 

migration from disparate sources. The platform consists of prepackaged assets, designs, and blueprints for streamlining migration from legacy systems 

and accelerating the adoption of digital solutions leveraging cloud and AI.
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Darker color indicates higher industry coverage through digital services

Fujitsu: RadarView profile

>¥1,760B 

ServiceNow 
implementations

Services 
revenue, FY 

2021

Expands talent through 

a global strategic 

partner academy 

program. Provides 

configurable alarm 

management for 

alerting system failures. 

Practice overview Client case studies

• Implemented a standardized platform for monitoring 6,000 IT infrastructure components of 

HDI Systeme for an integrated view across the organization. It offered cross-provider ticket 

management leading to reduced time for server troubleshooting.

• Provided end-to-end support services for a Canadian province’s entire IT ecosystem as 

applications being provided by different vendors had led to increased complexity. This 

reduced error response time and provided real-time insights on application performance.

• Provided asset and multivendor management solution for Nilfisk as its disparate spreadsheets 

led to data duplication. The solution enabled real-time tracking of tools by Nilfisk and third-

party vendors. It also helped in predictive maintenance and improved visibility of inventory.

• Designed an operating model for Lowell for handling its IT structure across nine countries as its 

disparate systems led to a lack of scalability and agility. This led to cost optimization, enabled 

audit and compliance assurance, and provided artificial intelligence (AI) insights.

• Practice size: 126k+ employees 

at organization level

• Active clients: 2,700 service desk 

customers across organization 

• Certified/trained resources: 

300+ ServiceNow

• Delivery highlights: Applications 

CoE

Sample clientsKey IP and assets

• TRIOLE: A service desk 

application based on 

ServiceNow, consisting of 

prestandardized tests for 

accelerated implementation of 

ServiceNow applications

• Akademiska Hus

• A US-based tire manufacturer

• A Canadian province

• HDI Systeme

• Lowell

• Nilfisk

400+

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Key partnerships

Technology partners

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Fujitsu provides SIAM services to enterprises through phases of planning and design, implementation and life cycle support, and a governance 

structure. The service towers it currently provides include data, storage, applications, service desk, security, and network.

• It provides process maturity assessment and enterprise architectural integration redesigning for quicker SIAM adoption. It also handles contractual and 

legal obligations during the transition to SIAM.

• Its unified service delivery consists of tools that provide data flow across different business functions. It also provides customized management services 

based on user requirements and geography, enabling rollout of regional information and communication technologies.

• Its software infrastructure manager offering simplifies IT operations and provides server, storage, and networking management. It provides a common, 

customizable dashboard for giving real-time insights into infrastructure health. The configurable alarm management is used for notification in case of a 

system failure.

Practice maturity

Partnership ecosystem

Investments and innovation

Fujitsu: RadarView profile

• Fujitsu has developed a partnership with ServiceNow to automate business processes and provide knowledge management. It leverages the Now 

Platform to provide support services across IT, customers, and employees. The platform enables workflow optimization for multiple industries, including 

manufacturing, retail, and financial services, and the public sector.

• It has developed a global alliance with Microsoft for helping enterprises manage applications and infrastructure and provide digital transformation.

• It has developed a partnership with MuleSoft to provide end-to-end digital integration services to improve customer experience and operational 

efficiency.

• Fujitsu and Inria partnered in July 2021 to develop an AI solution for healthcare, social infrastructure, and manufacturing sectors. The solution is used for 

identifying data anomalies and providing insights for quicker decision-making.

• In December 2021, it launched a global strategic partner academy program to increase its talent base for providing IT services. It is upskilling the 

existing employees and new recruits through strategic partnerships with ServiceNow, SAP, and Microsoft as part of the program.

• In April 2021, it enhanced FUJITSU Server PRIMERGY systems, a server portfolio consisting of expandable tower servers and volume-optimized multinode 

servers, for providing data transformation capabilities. This enabled enterprises to design data and infrastructure architecture.
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HCL: RadarView profile

40%–50%

.

Practice overview Client case studies

• Transformed and standardized 10 ITIL processes for a Swedish manufacturing services 

customer that lacked a defined governance framework for data projection. This reduced 

critical incident volume by 50% and problem backlog by about 60%.

• Provided 11 integrations across ITSM and external systems for a UK-based utility company, 

which had disparate supplier contacts and isolated and inefficient reporting. The integration 

reduced critical incidents by about 70% and improved business continuity.

• Established a three-tier governance structure at the operational, tactical, and strategic level 

for a US-based life insurance company, which did not have centralized KPIs. The structure 

reduced request fulfillment time by about 50% and reduced mean time to resolve by 7%.

• Set up 11 SIAM processes for a European media company, as its suppliers had a disparate 

way of working. The SLA, KPI, and reports catalog were consolidated. This helped unify IT 

service management (ITSM) processes.

• Practice size: 35-40% YOY 

growth since 2019

• Active clients: 25-30% YOY 

growth since 2019

• Certified trained resources: 25-

30% YOY growth since 2019

• Delivery highlights: SIAM Centre 

of Excellence

Sample clientsKey partnershipsKey IP and assets

• DRYiCE Connect: A SIAM 

platform for optimizing the cost 

of ITSM licenses

• DRYiCE MyXalytics: A reporting 

tool used for converting data

• DRYiCE AEX: An AI and 

automation tool for reducing 

operations costs in the retail 

industry

• DRYiCE ROAR (Resource 

Optimization, Analysis, and 

Reconciliation): A data quality 

management platform

• An American insurance and 

financial company

• An Australian mining company

• A cosmetics manufacturer

• A European media company

• A Swedish manufacturing 

services customer

• A UK-based utility company

• A US-based life insurance 

company

• An Indiana-based financial 

services company

260+

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

ServiceNow 
professionals

MSI services 
revenue YOY 
growth, 2021 

Solution providers

Leverages DRYiCE™

solutions for providing 

service integration and 

management (SIAM) 

services.

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• HCL’s SIAM offerings encompass advisory and consulting, orchestration and automation, design and implementation, and operation services. It 

provides multiple integration services across the supplier ecosystem, thus enabling enterprises to integrate end-to-end ITSM processes and migration 

and management of data information services. It also helps in digitizing and aggregating the service catalog and monitoring performance.

• Its SIAM managed services include driving a multitier operational governance, addressing operational issues, providing automation services, tracking 

and managing supplier deliverables, and enabling smooth onboarding and offboarding of suppliers in IT environment.

• It has developed a multitude of platforms, frameworks, and tools for providing its offerings. The Gold BluePrint (GBP) consists of predefined process 

documentation, training material, test scripts, and documents for defining the processes for end users.

• The DRYiCE ROAR is a data quality management platform used to validate and reconcile data from multiple sources for providing accurate 

information for invoicing.

Practice maturity

Partner ecosystem

Investments and innovation

HCL: RadarView profile

• HCL has developed strategic partnerships with multiple platform providers for providing MSI services. It has developed prepackaged integration 

connectors with ITSM platform providers such as ServiceNow and Cherwell to automatically prioritize and assign qualified events based on CI metadata 

(which contains data needed for test case execution).

• It is leveraging its partnership with Boomi for enabling e-bonding (a solution for delivering or synchronizing data between multiple systems) between 

ITSM platforms in a multisupplier environment. Its IP products, including ServiceXchange and AEX, are based on the Boomi platform.

• It is developing IP products, including DRYiCE Connect and iAutomate on Google Cloud and will publish the products in the Google marketplace.

• HCL is increasing its focus on developing and enhancing multiple SIAM platforms. Its DRYiCE Connect platform intends to integrate key processes of 

suppliers and act as a single source for all service management records irrespective of the ITSM platform used by the suppliers. The platform also 

enables automation of coordination tasks by using an automation scripts library. The unified cloud-based platform DRYiCE SYBIL is used for conducting 

maturity and compliance assessments.

• It envisions introducing an offering Enterprise Automation Factory for managing its cross-supplier environment. The offering will help the SIAM model 

identify automation and orchestration opportunities in the IT ecosystem.
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Hexaware: RadarView profile

>6%
Infra. and mgmt. 

services 
revenue, FY 2020

Organizational 
revenue growth, 

FY 2020

Has built a Hyper 

Optimized (H2O) 

proprietary ITSM solution 

according to the ITIL v3 

standards. Provides SIAM 

consulting services across 

ITSM, VMO, and PMO.

Practice overview Client case studies

• Provided an integrated platform for a US-based education services provider as its different 

applications had led to disintegrated data. The integration led to improved applications 

control and maintenance and reduction in total cost of ownership (TCO).

• Enabled data integration across 45 business applications and six portfolios for a professional 

services provider as the fragmented application led to a lack of visibility. The unified 

automated testing framework reduced test cycle time by about 70%.

• Developed a production support interface for a travel technology company as its revenue 

management platform was not integrated with the airline reservation system. This led to cost 

savings, quicker processing of voluminous data, and improved performance.

• Transformed a US-based financial services firm’s IT landscape and integrated cloud with on-

premises components. This improved operational efficiency by approximately 20% and 

reduced time to market by about 30%.

Sample clientsKey partnershipsKey IP and assets

• Integrated Design2Execution 

(iD2e) platform: Used for 

automating testing life cycle to 

reduce the time to launch a 

product in the market

• Hyper Optimized (H2O): An ITSM 

solution for ServiceNow platform 

based on the ITIL v3 standards

• A catering firm

• A Europe-based insurer

• A Europe-based steel 

manufacturing company

• A hospitality company

• A print media company

• A professional services provider

• A Switzerland-based insurer

• A travel technology company

• A US-based education services 

provider

• A US-based financial services 

firm

~$116M

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

• Practice size: 19K+ employees at 

company level

• Active clients: 50+ overall in FY 

2020

• Certified/trained resources: 350+ 

ServiceNow certified

• Delivery highlights: 25+ Global 

delivery centers

Technology partners

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Hexaware provides end-to-end management and integration services in a multivendor environment through its Service Integration and Management 

(SIAM) methodology. Its SIAM methodology is built on multiple pillars, including reducing complexity of sourcing from multiple providers, providing digital 

transformation, making business agile, and governance, risk, and compliance.

• It provides SIAM consulting services across three verticals, including service integrator, guardian vendor, and lead vendor, which includes providing 

ITSM, vendor management office (VMO), and project management office (PMO) services. 

• The VMO services help enterprises to align vendors with business strategy, monitor their performance, and resolve any vendor performance mismatch. 

The PMO services govern a project's entire life cycle and adhere to quality standards.

• Its Hyper Optimized (H2O) proprietary ITSM solution has been built for ServiceNow platform according to the ITIL v3 standards. It helps improve the auto-

assignment engine, and its configurable interface can be used for quick and seamless integration with other tools.

Practice maturity

Partner ecosystem

Investments and innovation

Hexaware: RadarView profile

• Hexaware has a prebuilt library of more than 90 bots and uses cases for accelerated adoption of ServiceNow. The library enables automation, 

optimization, and streamlining of IT operations. It also helps restructure the IT environment, transform business processes, and improve digital experience.

• It has developed a strategic partnership with Microsoft, which involves codeveloping solutions for multiple industries. Hexaware’s Field360 builds up on 

Dynamics 365 Field Service, enhancing the quality of field services metrics such as asset performance and equipment uptime by digitizing operations 

and integrating disparate systems.

• Hexaware collaborated with Passwerk/TRplus in September 2021 to provide managed business process services (MBPS) for supporting specific processes 

across banking, financial service, and insurance, healthcare, retail, and manufacturing industries. The MBPS consists of artificial intelligence, machine 

learning, and robotic process automation solutions, which aim to help enterprises improve their services and reduce the cost of operations.

• It envisions strengthening its capabilities across enterprise transformation, supply chain transformation, and innovation through 5G, automation, and 

augmented reality/virtual reality. It aims to achieve this by improving its talent base organically or inorganically, augmenting its internal capabilities for 

providing transformation services, strengthening its relationship with retail customers, and increasing its customer base across untapped territories.
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Industry coverage

Darker color indicates higher industry coverage through digital services

IBM: RadarView profile

~$25B
ServiceNow 

ITSM 
certifications

Global tech 
services revenue 

FY 2020

Improves application 

performance 

management through 

acquisition. Provides 

IBM Workload 

Automation with 35 

business adaptors.

Practice overview Client case studies

• Reengineered the IT management processes at the UK Department for Work and Pensions as 

it wanted to regain IT control from third-party providers. This reduced incidents by 

approximately 70% and reduced the loss in user efforts from 2% to 0.03%.

• Provided integration and security measures to a Bulgaria-based bank as their internal 

processes were becoming slower and it was facing difficulties in regulatory compliance. The 

integration enabled reducing project timelines from two months to around one week.

• Deployed multivendor IT support services platform for CK Enerji as its IT technical support and 

asset management were outdated. This led to cost savings of around 10% and improved the 

performance of tools and SLAs.

• Consolidated IT and data storage systems for Hana Financial Group for managing over 100 

service contracts. The unification across 11 affiliates led to about a 3% reduction in 

maintenance costs and overhead cost reduction in vendor management.

• Practice size: 340k total 

employees at organization level

• Active clients: N/A

• Certified/trained resources: 

750+ ServiceNow experts

• Delivery highlights: Client 

innovation center (CIC)

Sample clientsKey partnershipsKey IP and assets

• IBM Cloud Pak for Watson 

AIOps: A solution used for 

improving visibility and 

performance of data while also 

reducing IT operations costs

• IBM Workload Automation: A 

solution for hybrid workflow 

management

• IBM Control Desk: An ITSM tool 

for synchronizing service 

catalog and integration of 

monitoring and event 

management

• An American insurance provider

• BNP Paribas

• A Bulgaria-based bank

• CK Enerji

• A Europe-based bank

• Ferrovial

• Hana Financial Group

• Medtronic

• Schneider Electric

• UK Department for Work and 

Pensions

• VE Commercial Vehicles

220+

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Technology partners

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• IBM provides a SIAM framework and enables alignment across six dimensions: process, information, people, governance, tools, and business. The 

framework helps define the end-to-end processes and interfaces, along with organizational roles and responsibilities. Service integration tools create an 

integration layer and provide a common data model. It standardizes information, builds a governance structure, and helps define a business's demand 

and supply structure.

• It has developed an ITSM tool IBM Control Desk to manage multivendor and multicloud environments. The tool enables coordination between IT assets 

and incidents, synchronization of service catalog and integration between monitoring and event management, helps reduce service desk response 

time and outages, and improves governance through consolidation and automation of processes.

• The IBM Workload Automation solution is used for hybrid workflow management. It consists of a dashboard for monitoring and providing data sourced 

from multiple APIs, automating cloud-native apps, and consists of over 35 business adaptors for integration of business applications.

Practice maturity

Partner ecosystem

Investments and innovation

IBM: RadarView profile

• IBM announced a global relationship with MuleSoft in December 2021 to increase deployment of its integration solutions using IBM Z products across the 

financial services industry. The partnership aims to accelerate integration with IT systems, enable quicker development of hybrid cloud applications, 

and provide governance, risk, and compliance support.

• IBM envisions increasing the number of MuleSoft-certified professionals for its consultancy services.

• IBM has developed a partnership with ServiceNow to provide an integrated solution consisting of IBM Watson AIOps, ITSM, and ITOM to reduce 

maintenance time and the number of incidents.

• IBM acquired Instana in November 2020 for augmenting its capabilities of managing application performance across multiple clouds and leveraging AI 

for automation of IT anomalies detection and resolution. This also helped strengthen its partnership with ServiceNow to develop joint solutions to reduce 

operational risk and lower IT operations cost through AI automation.

• In September 2021, Atos and IBM announced the creation of Atos Cloud Center of Excellence to enhance IBM’s digital transformation capabilities for 

its SIAM customers across the financial services industry. This aimed to accelerate enterprises’ migration to the cloud through industry-specific solutions. 

Automation services include RPA and business processes reengineering while using IBM Cloud Pak for Data and IBM Cloud Pak for Integration.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Infosys: RadarView profile

10%–20%

Practice overview Client case studies

• Restructured the IT outsourcing model using MSI for a US-based healthcare organization as it 

wanted to reduce its IT administrative labor cost. This led to cost savings of about $500,000 in 

manual monitoring and reduced L3 tickets.

• Digitally transformed the retirement services business of a global investment company to 

improve its customer service. This helped reduce the total cost of ownership (TCO) by 

approximately 30% and accelerated the time to market by about 30%.

• Transformed infrastructure, manufacturing, and enterprise applications for a global foundry 

company to drive innovation. This reduced incidents by about 30% and simplified the IT 

structure by 30% by migrating workload to a public cloud. 

• Established a service integration framework for a Europe-based energy company as its 

multivendor environment lacked process standardization. The integration improved 

compliance for limiting emergency and retrospective request for comments (RFCs).

• Practice size: 100K+

• Active clients: 1,100+

• Certified/trained resources: 

5,500+

• Delivery highlights: ServiceNow 

Center of Excellence

Sample clientsKey partnershipsKey IP and assets

• Service Integration Framework: 

Used for providing an 

integrated service portfolio in a 

multivendor environment

• ExpressITIL: A methodology for 

the adoption of ITIL framework 

through a set of techniques, 

business-centric approach, and 

delivery accelerators

• iPRISE: An accelerator for 

integrated process repository for 

IT Infrastructure

• A Europe-based energy 

company

• A Europe-based cable 

broadband services provider

• A global foundry company

• A global investment company

• A North America-based food 

production company

• A US-based bank

• A US-based electricity supply 

company

• A US-based healthcare 

organization

>$1B

Platform providers

Aerospace & Defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Technology partners

MSI Services 
revenue, 2021 

MSI services 
revenue YOY 
growth, 2021 

Services partners

Leverages proprietary 

ITSM service integration 

platform and DevSecOps 

platform for defining 

operational agreements 

and providing insights, 

leveraging AI and ML. 

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Infosys provides integration, implementation, and managed services for MSI. It offers multiple benefits to enterprises such as reducing incidents, 

accelerating time to market, optimizing TCO, improving IT infrastructure control, and providing process standardization.

• It offers an ITSM service integration platform, Infosys Enterprise Service Management Café, which enables a smooth integration in a multivendor 

environment by defining vendors’ SLAs, OLAs, and XLAs.

• The Infosys DevSecOps platform enables quicker decision-making by providing an artificial intelligence/machine learning (AI/ML) solution in a product-

centric organization, using a scriptless model for adding scalability in DevSecOps adoption and providing persona-based metrics.

• It has set up an Infosys Live Enterprise Application Management Platform (LEAP)-based business command center team. It provides application 

monitoring, real-time business process monitoring, AI/ML chatbot, and automation resolution of repetitive incidents. It is also used to identify critical 

business events for assisting enterprises with required systems during financial closures and natural calamities.

Practice maturity

Partner ecosystem

Investments and innovation

Infosys: RadarView profile

• Infosys has developed a partnership with cloud service providers to enhance its MSI cloud service management capabilities. It has developed joint 

solutions with Google Cloud. It has launched more than seven solutions on Google Cloud Platform, including workflow and metadata orchestration 

solution and Infosys Media Platform for the media and entertainment industry.

• It is leveraging Microsoft Cloud business unit for developing solutions across business applications, application development, infrastructure, and data 

analytics. The AI-enabled Infosys Helix runs on Azure designed for the healthcare industry, while the EcoWatch solution is used for handling sustainability 

imperatives of SAP customers on Azure.

• In August 2020, it introduced Infosys Cobalt consisting of more than 200 solution blueprints and over 10,000 cloud assets to enable enterprises to 

accelerate their transition to the cloud. The Infosys Enterprise Service Management Café, within Infosys Cobalt, is an AI solution built on ServiceNow 

cloud platform used to deploy ready-to-use applications.

• Infosys acquired GuideVision in September 2020 to augment its digital capabilities, improve its Infosys Cobalt portfolio of cloud services, and expand its 

ServiceNow ecosystem. GuideVision’s data replication tool for ServiceNow instances, SnowMirror, is leveraged for enabling enterprise clients to simplify 

complex business and IT processes.
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Industry coverage
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KPMG: RadarView profile

50+
ServiceNow 

ITSM 
certification

ServiceNow 
ITOM 

certification

Provides risk 

management solutions 

through its KPMG Ignite 

portfolio. Develops 

partnerships for 

leveraging AI contract 

life cycle management. 

Practice overview Client case studies

• Transformed the ITSM framework for a multinational oil and gas company as its current IT 

structure could not meet customer demands. This led to integration across suppliers, business 

units, and users, streamlining access approvals, and automation of service requests.

• Designed a target operating model for a US-based pediatric hospital to support its end-to-

end processes and applications spanning IT helpdesk, analytics, and procurement spend 

management. This led to a 10:1 ROI and more than $20M in annual savings.

• Integrated two organizations and established a centralized project management office for a 

medical devices manufacturer to fulfill its new business mandates. This led to the elimination 

of monthly payments by approximately $3.5M and identified unutilized credit of $2M.

• Defined IT strategy and operating model for Encino Energy as its current IT infrastructure could 

not support the company’s growing size and assets. This led to quicker deployment of critical 

technologies and established cybersecurity strategies for mitigating immediate threats.

• Practice size: 500+ service 

management professionals

• Active clients: 100+ ServiceNow 

clients 

• Certified/trained resources: 

600+ ServiceNow

• Delivery highlights: Integration 

centre of excellence

Sample clientsKey partnershipsKey IP and assets

• KPMG Ignite: A portfolio of 

artificial intelligence (AI) 

solutions for providing risk 

management and developing 

security measures

• A financial services group

• A medical device manufacturer

• A medicare administrator

• A multinational brewing 

company

• A multinational oil and gas 

company

• A nonprofit health system in 

Texas

• A US-based pediatric hospital

• Encino Energy

• Uber

250+

Aerospace & Defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Technology partners

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• KPMG has designed a six-step process for providing SIAM services to enterprises at the grassroots level. It also provides enhancement of services within 

the steps. The steps include aligning the IT structure with a suppliers' governance model and implementing operating level agreements (OLA) to 

measure their performance.

• It also helps assess the roadblocks that may arise while adopting SIAM along with defining roles and responsibilities and their performance metrics. It 

helps provide automation services and deploy tools for service integration.

• It provides integration services across operations, business, governance, and reporting. Business integration enables alignment between IT structure and 

business and helps design SLAs according to it. Reporting integration helps assess server health and provides performance and compliance reporting. 

Governance integration services include dispute resolution, committee management, compliance monitoring, and establishing policies and 

procedures.

Practice maturity

Partner ecosystem

Investments and innovation

KPMG: RadarView profile

• It offers “KPMG Powered by IT with ServiceNow” within its KPMG Powered Enterprise suite. The offering is used for deploying ServiceNow, which helps 

enterprises transform their IT structure. The offering includes using IT operating models, business service mapping, hypercare, and managed services, 

and providing test scripts and training collateral.

• It has developed a partnership with Flexera Software to help enterprises optimize their application usage, improve operational efficiency, and reduce IT 

costs. It has developed a program by leveraging the Flexera software toolset to monitor enterprises’ software license compliance, automate alerts, and 

reduce audit request response time.

• KPMG announced a partnership with SirionLabs in February 2021 to leverage its AI contract life cycle management software to accelerate enterprises' 

business transformation and help them manage third-party relations. It is also augmenting its cybersecurity capabilities through a strategic alliance with 

Forcepoint for identifying and locating information through e-discovery mechanisms and developing policies for data protection.

• The KPMG Ignite portfolio provides AI capabilities to enterprises by leveraging its KPMG GCP lab and CoE for data and analytics. The portfolio includes 

risk management, developing security measures, automating customer responses using intelligent automation, robotic process automation, and 

analytics for contract life cycle management procedures. 
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LTI: RadarView profile

30%–40%

MSI services 
revenue, 2021 

Practice overview Client case studies

• Active clients: 165+

• Practice size: 2,290+

• External certifications: 900+

• Delivery highlights: ISO20000, 

ISO19770, CMMI5 and PCMM5 

based delivery models.

Sample clientsKey partnershipsKey IP and assets

• LTI SIAMNxt: Integrated service 

management framework 

(covering SIAM, ESM and ITSM) 

for Industry4.0

• LTI Mosaic: An accelerator for IT 

operations planning using AI

• Follow-Me-ITNXT: A digital 

workplace platform

• LTI Canvas DevOps: An 

application life cycle 

management (ALM) platform 

used for persona-based 

governance

• An energy storage solutions 

provider

• A fortune 100 technology 

company

• A payment processing 

company

• A Sweden-based fuel company

• A US-based aerospace 

technology conglomerate

• A US-based fortune 500 energy 

and utility company

• A US-based insurer

• A US-based marketing and 

advertising company

$250M–$500M

Cloud platform providers

Solution providers

• Offered centralized IT service management, including incident management and cross-

supplier process governance, to a US-based fortune 500 energy and utility company. It saved 

$900,000 through asset optimization and reduced storage capacity-related incidents by 77%.

• Introduced a process governance function to manage critical incidents and administered 

maturity improvement through process assessments for a fortune 100 technology company. It 

resulted in a 15% improvement of productivity KPIs.

• Created a road map based on an assessment of infrastructure, processes, and integrations 

for a US-based insurance services provider. It provided saving of ~$24M by cost optimization 

& avoidance measures out while identifying the total risk exposure of ~$28M.

• Introduced a four-phased approach for improving opportunity cost visibility, facilitating 

knowledge management, road mapping, and service management restructuring for a US-

based aerospace technology conglomerate. It improved MTTR by 80%.

MSI services 
revenue YOY 
growth, 2021 

Leverages proprietary 
tools for SIAM maturity 

assessment and 
reduces operational 
costs. Codevelops 

solutions for providing 
API-led connectivity.

Practice maturity

Partner ecosystem

Investments and innovation

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources
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Analyst insights

• LTI’s MSI offerings enable enterprises to achieve centralized IT service management, enterprise service management, service integration & cross-

supplier process governance, and asset optimization and facilitate knowledge management.

• Its strategy and consulting services include defining a service management strategy using value-based frameworks, target operating model for 

business and IT alignment, and covers a broad spectrum of design and governance of SIAM processes. It offers AIOps-based predictive event 

management and manages IT, IoT and related digital assets. It provides server & network configuration management, workload automation and 

centralized event management. The LTI SM4Xform’s XformPS services help reduce operational costs and improve employee experience by 

implementing and integrating multiple tools, including ITSM, ESM, and service automation.

• It uses its proprietary tool Leni for analyzing data leveraging artificial intelligence (AI) and providing insights to users. Its knowledge management 

framework includes policies, knowledge models, governance, and reporting.

Practice maturity

Partner ecosystem

Investments and innovation

LTI: RadarView profile

• LTI has a broad tools partner ecosystem to provide digital experience monitoring (including end-user and employee experience monitoring), 

application performance monitoring, infra monitoring, AIOps based event management, ITSM, ITAM, ESM and reporting, including ServiceNow, BMC, 

AppDynamics, CatchPoint and SolarWinds.

• It is also developing go-to-market strategies for ServiceNow-based operational technology management solutions, which enable manufacturers to 

adopt ITSM practices.

• It has co-developed M2M (Many to MuleSoft) with MuleSoft for migrating legacy integrations to API-led connectivity.

• LTI is augmenting its MSI offerings by building integrated shared services for its SIAM framework, LTI SIAMNxT, and ITIL4-based service management 

practice Digital ITSM4 to improve IT operations. 

• LTI has built a strong Service Management consulting Service SM4ConsultNxt and an exhaustive Asset Management service Digital ITAM4.

• It has adopted an inorganic growth strategy for augmenting its MSI capabilities. It acquired Cuelogic in July 2021 for leveraging Cuelogic’s digital 

engineering capabilities, which helped enhance its products and services in the MSI space. Its Powerupcloud acquisition in November 2019 helped 

improve its cloud ITSM capabilities, including cloud performance monitoring and analytics.
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Microland: RadarView Profile

180K+

Has developed smart 

service bots for incident 

management. Offers a 

utility pricing model 

which is measured 

through customer-

centric KPIs.

Practice overview Client case studies

• Integrated multiple systems of a multinational engineering company for improving efficiency. 

The automation workflows were built using flow designer and integration hub and helped 

manage complex IT workflows.

• Provided integration between two clients across three levels for an IT solutions and services 

company. Microland’s ticketing tool was integrated on ServiceNow using REST integrations. 

This reduced integration latency time to about two seconds.

• Designed and executed integration of ServiceNow for a real estate consulting company in 

two phases as it wanted to reduce false alerts. The integration led to automaton of incident 

management through ServiceNow.

• Provided end-to-end IT management services for a Middle Eastern bank and consolidated 

tools and services through the SIAM framework to improve its network performance. This led 

to a reduction in IT costs by 25% and MTTR by 75%.

• Practice size: 4,300+ employees

• Active clients: N/A

• Certified/trained resources: 

200+ ServiceNow professionals

• Delivery highlights: 6+ delivery 

centers

Sample clientsKey partnershipsKey IP and assets

• MicroBots: A multilingual 

platform used to improve user 

productivity 

• Now2Cloud: A solution for 

estimating storage, network 

data, and cost requirements 

• SmartCenterSM: A tool for IT 

service management (ITSM) 

and IT operations management 

(ITOM) processes

• An environmental services 

provider

• A real estate consulting 

company

• An IT solutions and services 

company

• A Middle Eastern bank

• Cleco Corporate Holdings LLC

• Ealing Council

• Enzen

• Mercury Insurance

• A multinational engineering 

company

20+

Digital assets
Total network 

devices 
managed

Technology partners

Solution providers

Cloud platform providers Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

Practice maturity

Partner ecosystem

Investments and innovation

Microland: RadarView Profile

• Microland’s SIAM services enable enterprises to manage their IT services and assets, including renewal and upgradation of product licenses. Its ITIL 

security management services enable enterprises to maintain integrity and accessibility for their data and IT services. 

• It is offering ITIL security management. It has set up 24/7 Security Operations Centers (SOCs) to predict and provide resolution to security breaches. It 

also leverages the next-generation SOC operations to monitor cyber threats and create a secured digital environment.

• It design, deploys, and manages a suite of service management offerings. It offers a utility pricing model which is measured through customer-centric 

KPIs. Its capabilities to optimize the Atlassian tech stack and ServiceNow workflows enable organizations to achieve business continuity and provide 

customized and engaging remote experiences.

• The smart service bots are triggered through monitoring tools and used for auto-remediation of incidents, service requests fulfillment, scheduling of 

tasks, and complex data analysis from multiple sources.

• Microland has developed a partnership with Nutanix to help enterprises accelerate their digital transformation by providing simple-to-deploy, web-

scale architecture. This includes AI/ML cognitive workloads and critical databases, infrastructure, and enterprise applications.

• It has developed a partnership with ServiceNow for providing ITIL service management, event correlation, and monitoring services across enterprises. It 

also enables them to reduce IT costs by coupling AI and analytics solutions with ServiceNow.

• It has developed multiple IPs and accelerators, including Intelligeni, SmartCenter, and SmartGovern, to accelerate the adoption of AWS. The 

accelerators help create a 360-degree governance model and provide AI/ML analytics platforms.

• Microland set up a digital center of excellence in July 2019 in Seattle for providing the next-generation services, including cloud, SD-WAN, and industrial 

IoT, to clients in the North American region. This also helped in improving its talent and infrastructure capabilities.

• It has developed a strategic partnership with Securonix for augmenting its managed security operations center offerings. The partnership would help 

leverage advanced AI solutions for enabling enterprises to detect and resolve threats and provide data protection. The Securonix's online monitoring 

and log management capabilities helped improve Microland's cybersecurity services through threat detection and AI security incident response. This 

enables enhancement of security and data management services.
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Mindtree: RadarView profile

>25%
MSI Services 
active client 
growth, 2021 

Practice overview Client case studies

• Rolled out managed services model including application support and infrastructure 

maintenance for a digital media company as it wanted to reduce its IT costs. This enabled a 

reduction in major incidents by about 46% and a 57% increase in service requests throughput.

• Deployed its monitoring tool MWatch for a private equity firm as it had a disparate IT 

environment and lacked collaboration between vendors. This reduced backup failures by 

approximately 90% and led to a 52% reduction in per-device support cost.

• Redesigned the service portal and automated user-related requests for an American security 

technology company as it needed an integrated and agile environment. This led to a 50%  

reduction in operational cost.

• Created a customer portal for a US-based air transport IT company for asset data and 

service management. The portal automated updates from the source platform, including the 

asset database and reports repository, and enhanced user experience.

• Practice size: 100+

• Active clients: 25+

• Certified/trained resources: 

550+ in IT service management

• Delivery highlights: ServiceNow 

Center of Excellence

Sample clientsKey partnershipsKey IP and assets

• MWatch: An integrated IT 

infrastructure management and 

service delivery platform for 

providing infrastructure visibility

• CMDB assessment tool: Used for 

maturity assessment, reporting, 

and identifying configuration 

management database 

(CMDB) configuration errors

• Unify: An IT services integration 

framework consisting of 

deployment artifacts

• A digital media company

• A Europe-based medical 

products manufacturer

• A private equity firm

• A software corporation

• A US-based air transport IT 

company

• A US-based bank

• A US-based insurance company

• An American food 

manufacturing company

• An American security 

technology company

600+

Solution providers

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Cloud platform providers

Provides ITSM 
framework Unify for 
tracking suppliers' 
performance. Uses 

CAPE for automating 
and integrating end-to-

end IT life cycle.

IT service 
management 

experts
Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Mindtree’s MSI services include road map design using target operating model, ITIL processes and tools, an integrated process architecture, and 

performance measurement of suppliers.

• Its IT service integration framework Unify consists of artifacts for deploying processes, policies, and templates. It is also used for integrating tools. These 

artifacts accelerate the implementation of the service integration model.

• It tracks the performance of suppliers and takes decision on contract renewals and scope based on multiple processes, including KPI, reports analysis, 

customer satisfaction surveys, interviews, and tracking parameters in the master services agreement.

• Its automation platform CAPE enables integration and automation of end-to-end IT life cycle, including development, testing, infrastructure 

provisioning, and analysis, into a unified platform. The platform consists of a dashboard for tracking KPIs for product teams and providing automation.

Practice maturity

Partnership ecosystem

Investments and innovation

Mindtree: RadarView profile

• The Mindtree NXT team and ServiceNow have collaborated to develop connected operations solutions by leveraging ServiceNow’s IoT bridge. It has 

also developed joint solutions with ServiceNow for contactless experience, digital procurement solutions, and a safe workplace. Its joint marketing 

programs with ServiceNow include organizing sales workshops and road shows in the UK and Europe.

• It has developed a go-to-market strategy in collaboration with Microsoft to augment its cloud solutions by leveraging its Global Azure Experience 

Center and enhancing its talent pool by using Microsoft Excellence Academy to provide technical professional training and certification on Azure 

technologies.

• Mindtree plans to expand its talent base for ServiceNow to around 1,000 personnel. This will improve its capabilities across service management, 

governance, digital excellence, and consulting solutions. 

• It acquired Larsen and Toubro’s NxT Digital Business in May 2021 for enhancing its capabilities including integrating sensors and telemetry data with 

data analytics to draw insights and improve operational efficiency.

• In October 2021, it launched industry-specific IoT solutions based on ServiceNow Connected Operations for manufacturing and consumer goods 

enterprises to draw business insights from their IoT infrastructure and eliminate data silos between legacy operating structures and IT.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Orange Business Services: RadarView profile

Practice overview Client case studies

• Built an Multisourcing Service Integration (MSI) model for Mars connecting more than 1,25,000 

associates to offer a scalable platform for hosting applications. The transition streamlined 

WAN/LAN management and enabled easier onboarding of new service providers.

• Used an MSI model to restructure the IT environment of a US-based elevator manufacturer to 

support its strategic disintegration. It managed the customer’s network operations center 

(NOC) services of more than 300 routers and met the contractual deadline.

• Managed nine telco providers and created global network service nodes for an Australian 

engineering company using the MSI model. This helped support cloud-centric strategy 

managed by provider and unified vendor management operations.

• Provided a service desk and a single CMDB across providers for a global aircraft 

manufacturer to improve its efficiency. It reduced incidents by about 14% and improved 

services through root cause analysis.

• Practice size: 1,200+

• Active clients: 70+

• Certified/trained resources: 

110+ SIAM certified employees

• Delivery highlights: 5,000+ 

service desk agents across five  

service centers

Sample clientsPartnerships/alliancesKey IP and assets

• Walk-in Take-over (WITO): A 

methodology for accelerating 

deployment of MSI services

• DevOps: A framework used for 

digital integration between IT 

and operations for creating a 

unified and consistent IT 

structure

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media &
entertainment

Travel & transportation

Utilities & resources

>6.4%
IT & integration 

services
revenue, 2021

IT & integration 
services

YOY growth, 2021

• A global aircraft manufacturer

• A multinational professional 

services network

• An enterprise software 

company

• A France-based home 

improvement retailer

• Mars Inc. 

• A US-based elevator 

manufacturer

• Siemens

• An Australian engineering 

company

>€3B

Uses WITO 

methodology for 

incident management 

and risk mitigation. 

Leverages partners’ AI 

platform for preventing 

outages.

Solution providers

Technology partner

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Orange Business Services’ (OBS) Multisourcing Service Integration (MSI) offerings include performing MSI maturity assessment, integrating technologies 

and applications through e-bonding and APIs, and updating SLAs and KPIs based on customer requirements.

• It helps in implementing a service desk for end-to-end performance monitoring and analytics for continual service improvement.

• Its WITO methodology provides transition and transformation support which consists of steps including project scope and schedule, planning workshop, 

risk management plan and mitigation, audit document readiness on current operations, analyzing incidents, and transfer roles and responsibilities.

• It provides security services within its MSI model for security assessment on all tiers and implementation of regulations. It also helps in performing security 

monitoring to improve threat detection capabilities and compliance management.

• Its unified communication and collaboration services within its MSI offering include video conferencing, fax, and SMS services.

Practice maturity

Partnership ecosystem

Investments and innovation

Orange Business Services: RadarView Profile

• OBS has developed a partnership with ServiceNow for over 10 years to leverage its software-as-a-service solutions. The solutions enable integration 

across business tools, including customer relationship management, IT applications, and employee management. The integration helps standardize IT 

processes, improve service availability, and reduce risk.

• It has built a virtual NOC solution using Moogsoft’s AIOps platform for helping customers perform root cause analysis of incidents and prevent outages. It 

is leveraging ThousandEyes’ platform and using its digital analytics services to improve digital experiences delivered across cloud service providers and 

content providers. 

• OBS has launched multiple solutions in the last 12 months to enhance its MSI capabilities. Its MSI for Mobility solution has been introduced to expand its 

MSI capabilities for mobile service providers. It has also developed a platform for providing ITSM integration. 

• It has launched an MSI essential service to manage multiple third-party internet service providers in SD-WAN and collaboration projects. Its AI/ML  

service offering, Watch, correlates multiple events using monitoring tools, automation, and predictive maintenance.

• It acquired Basefarm Holding and its subsidiaries in July 2019 for augmenting its data management, application management, big data, and 

multicloud services capabilities.



59

Industry coverage

Darker color indicates higher industry coverage through digital services

TCS: RadarView profile

9+

Innovation labs
Threat 

management 
centers

Uses TCS Cloud Plus 

Service Manager for 

automated incident 

management. Has built 

solutions on Google 

Digital Garage to handle 

configuration challenges.

Practice overview Client case studies

• Optimized IT operations for an oil and gas firm through its SIAM approach as its vendors were 

uncoordinated, leading to complex IT setups. This led to the standardization of business 

operations, end-to-end compliance management, and higher return on investment.

• Transformed IT services for Malaysia Airlines as its systems and IT vendors lacked 

standardization. This helped provide an integrated view of the IT operations, generated 

reports on capacity utilization, and reduced the number of incidents.

• Transformed the reporting and analytics capabilities of Westpac Banking Corporation for 

helping it draw business insights from the data. This led to the optimization of business 

processes and improvement in operational efficiency while meeting KPIs and SLAs.

• Transformed business processes for ZIM Integrated Shipping Services to develop an agile 

business model. This led to quicker closure of financial transactions, improved cost efficiency, 

and provided a standardized global financial template.

• Practice size: 450k+ employees 

at organization level

• Active clients: 12k agile projects 

across organization

• Certified/trained resources: 

230+ ServiceNow

• Delivery highlights: CoE for Next-

Gen Technology Solutions

Sample clientsKey partnershipsKey IP and assets

• TCS Cloud Exponence: A 

solution for centralizing resource 

management and computing 

services

• TCS Cloud Plus Operation 

Manager: A tool to monitor IT 

applications, infrastructure, and 

business processes, along with 

automated incident 

management

• TCS Connected Intelligence 

Platform™ (CIP): An AI/ML data 

analytics platform

• Alcatel-Lucent

• An oil and gas firm

• Ascendas

• EDF Energy

• Hawaiian Airlines

• Malaysia Airlines

• Norddeutsche Landesbank

• Phoenix Group

• QIAGEN

• Westpac Banking Corporation

• Zebra Technologies

• ZIM Integrated Shipping Services

30+

Solution providers

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• TCS uses the SIAM approach to enable enterprises to streamline their IT operations and establish coordination between processes, applications, data, 

and people. It focuses on the oil and gas industry, which usually has global business units, uncoordinated vendors, and disparate IT structures, leading 

to non-standardized services.

• Its SIAM solution provides integrations post-M&A, risk and compliance management tools, and a governance framework for addressing IT-related risks.

• The TCS Cloud Plus Service Manager, a cloud-based ITSM tool, consists of predefined templates for business processes. It helps create a service desk to 

support internal processes. It contains a service catalog, a knowledge repository, and a configuration management database solution for change 

monitoring. 

• It automates incident management and provides integrated reporting. Its IT infrastructure service desk consists of an analytics engine, which offers 

insights in real time, uses AI bots to detect incidents, and creates an intranet forum to improve end-user communication.

Practice maturity

Partner ecosystem

Investments and innovation

TCS: RadarView profile

• TCS has developed a partnership with Micro Focus for enabling enterprises to build and operate a secure IT environment. The alliance helps deliver IT 

engagements through mainframe modernization, data center consolidation, and deployment of IT and access management tools.

• It leverages Flexera’s software-as-a-service (SaaS) solutions for software license optimization, software vulnerability management, and IT visibility.

• It has developed a partnership with MuleSoft for leveraging its solutions for providing an integrated environment consisting of applications, data, and 

devices. This also helps in accelerating the digital transformation of enterprises. It has also built the MuleSoft CoE to augment its integration capabilities 

and drive innovation by creating a library of artifacts.

• TCS Enterprise Navigator framework was launched in May 2021 to augment its digital transformation offerings, from strategic value mapping to change 

management. It is used across multiple dimensions, including finance, supply chain, and marketing. It enables enterprises to modernize business 

processes by building an ERP structure based on applications such as SAP S/4HANA and Oracle Cloud.

• It launched a SaaS-based Automated Vulnerability Remediation platform in March 2021 to enable enterprises to build a vulnerability program and 

resolve threats. The platform helps in analyzing inventory, monitoring SLAs and KPIs, and identifying assets incompatible with the internal SLAs, and 

automates remediation of vulnerabilities.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Tech Mahindra: RadarView profile

>1.7%

Has developed joint 

solutions with ServiceNow 

for oil and gas and 

telecom sectors. Offers 

service desk with SLA 

analytics dashboard for 

better visibility of metrices.

Practice overview Client case studies

• Provided SIAM services and IT infrastructure operations for Asahi Group Holdings to 

consolidate vendors across 16 countries. This enabled centralization and standardization of 

business processes.

• Enabled end-to-end IT transformation for Telefónica and developed use cases for AI, ML, and 

5G to accelerate time to market for its products. This enabled modernization of the existing 

cloud-native applications and improved services for the mass-market segment.

• Enhanced technology support for Pret A Manger’s shops and operations to streamline and 

optimize the IT infrastructure through cloudification and systems reengineering. This enabled 

the creation of a global operating services model.

• Established a 24x7 multilingual service desk support and provided access management for a 

Swedish manufacturing company. This reduced incidents per user from 1.67 to 0.75 and 

automated approximately 50% of the requests by using ServiceNow.

• Practice size: 120K+ total 

employees at organization level

• Active clients: 1,000+ total 

customers across organization

• Certified/trained resources: 

100+ ServiceNow

• Delivery highlights: ServiceNow 

COEI

Sample clientsKey partnershipsKey IP and assets

• GAiA™: An end-to-end artificial 

intelligence/machine learning 

(AI/ML) life cycle management 

platform used for predictive 

maintenance

• C3P: An AI platform for 

automating collection and 

analysis of information across 

the management systems

• MuDynamics: A web-based 

application for providing 

business process modeling and 

operational support

• A content production and 

management company

• A fleet management company

• A Swedish manufacturing 

company

• A US-based retailer

• An African bank

• An Australian telco

• An electricity provider

• Asahi Group Holdings

• Pret A Manger

• Telefónica

>₹268M

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

IT services 
revenue, FY 

2021

IT services 
revenue growth 

YOY, FY 2021

Solution providers

Cloud platform providers

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Tech Mahindra offers SIAM services to organizations through its Enterprise Integration Solutions (EIS) practice. It provides integration services across 

applications and partners, along with digital process automation. Its end-to-end processes include maturity assessment, API management, road 

mapping, application development, microservices, iPaaS deployment, partner onboarding, and providing RPA solutions. 

• It provides TechM digital and NextGen Service Desk to its clients across telecom, manufacturing, retail, high-tech, and BFSI sectors and uses an 

outcome-based integrated delivery model. It also leverages RPA, AI, and analytics for helping enterprises reduce operating costs by approximately 

40%, automation of service catalog by about 50%, and volume reduction of tickets by approximately 40%.

• It offers analytics solutions in its service desk dashboard that can be hosted on the cloud and integrated with ITSM, telephony, and quality monitoring 

tools. It provides management reports and an SLA analytics dashboard with a detailed view of the matrices. It can also be connected using a mobile 

web browser or a mobile app, with customized views for strategy and operational levels.

Practice maturity

Partner ecosystem

Investments and innovation

Tech Mahindra: RadarView profile

• Tech Mahindra has developed joint industry solutions with ServiceNow. Its integrated platform for the telecommunications sector integrates AI and ML 

solutions with legacy systems. Well Plug & Abandonment Management solution for the oil and gas sector helps in managing complete life cycle of the 

oil well plug process while meeting compliances. It has also developed Digital Marketplace, an omnichannel platform for optimizing customer journey.

• It has developed a partnership with MuleSoft for enabling enterprises to integrate siloed data and processes and legacy systems. It has set up a 

dedicated MuleSoft competency within its enterprise integration solutions offering.

• Tech Mahindra acquired Brainscale in June 2021 to augment its cloud transformation and IT services capabilities and strengthen its presence in the 

North American market. Similarly, its acquisition of DigitalOnUs in April 2021 helped modernize IT security and use cloud operating models to provide 

enterprise cloud transformation services.

• It is also strengthening its digital transformation capabilities by establishing dedicated business units. It launched the Google Cloud business unit in 

September 2021 to build industry-specific solutions using Google Cloud under its NXT.NOW™ offering. It also set up the Microsoft business unit in 

September 2020 for providing a suite of solutions, including Microsoft Azure, Dynamics 365, and Microsoft 365, to more than 900 customers globally.
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Industry coverage

Darker color indicates higher industry coverage through digital services

Unisys: RadarView profile

>50%
MSI services 

revenue YOY 
growth, 2021 

Uses its SIAM service 

intelligence tool for 

creating data lakes. 

Provides service catalog 

management through 

automation and 

boarding activities.

Practice overview Client case studies

• Provided its digital service management assessment services and some aspects of digital 

service management (DSM) service integration and management (SIAM) services to 

Department of Transport in Victoria as it was facing an increased number of incidents and 

outages. Major incidents were reduced by approximately 99% after implementing the service 

improvement program and the mean time to restore (MTTR) was decreased by about 82%.

• Provided MSI services for unified communications across all suppliers for Shell as it lacked 

end-to-end visibility. This helped improve management and end-user satisfaction of the 

company’s unified communications environment.

• Agreed to work on a three-year information technology service management (ITSM) 

transformation program for a global mining organization as its ITSM environment lacked 

maturity and visibility across business services and service providers was less. It will develop 30 

SIAM processes to manage services and providers as part of the transformation program. 

• Practice size: 200+

• Active clients: 20+

• Certified/trained resources: 90+ 

in ITIL 4 and 100+ in ITIL V3

• Delivery highlights: Artificial 

Intelligence Center of 

Excellence

Sample clientsPartnership EcosystemKey IP and assets

• SIAM body of knowledge: A 

framework consisting of its 

standard SIAM practices such 

as ITIL 4 and Scopism SIAM BoK

• SIAM implementation 

accelerator: Consists of a set 

of collateral for establishing 

SIAM through ITSM toolset

• SIAM Service Intelligence: A 

tool for creating data lakes 

and integrating ITSM and 

monitoring tools

• A global mining organization

• Shell

• Department of Transport, 

Victoria, Australia

>60%

Cloud platform providers

Software providers

Cloud platform providers

MSI Services 
active client 
growth, 2021 

Practice maturity

Partner ecosystem

Investments and innovation

Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources
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Analyst insights

• Unisys’s DSM solution includes SIAM advisory, implementation, integration, and managed services. It tests the organization’s capabilities and gathers 

requirements for designing the target SIAM solution framework assessment. The scope of implementation and managed services range from major 

incident management to managing all services and provider functions, including tools support.

• It helps create an integration framework across process and technology, provides analytics capability with normalized data, and integrates supplier 

ITSM and other tools platforms to provide a unified data source.

• The SIAM catalog management functions include catalog aggregation through integration, automation, and boarding activities.

• Its proprietary SIAM service intelligence tool is a set of automation and integration tools for establishing data lakes. It also helps apply analytics to 

monitor tools and provide service intelligence.

• It provides a hybrid pricing model, including fixed pricing for defined transactions and transaction-based pricing for managed services.

Practice maturity

Partnership Ecosystem

Investments and Innovation

Unisys: RadarView profile

• Unisys has been in a partnership with ServiceNow for more than five years and is categorized as an Elite Sales partner. It uses ServiceNow’s ITSM platform 

for deploying and managing support capabilities that can be added to MSI services. The alliance helps provide integrated service management 

solutions for enterprise clients globally.

• It is providing joint consulting and managed services solutions with ServiceNow. It integrates ServiceNow ITSM and other applications with the Unisys 

DSM solution for MSI capabilities, including using ServiceNow ITSM, IT Operations Management (ITOM), IT Business Management (ITBM), and 

IntegrationHub technology.

• Unisys acquired Unify Square in June 2021 to leverage its MSI service and unified-communications-as-a-service (UCaaS) capabilities. This enabled the 

expansion of its existing client base. It plans to expand its MSI services through investments in Unisys cloud and infrastructure and digital workplace 

services portfolio.

• It envisions to increase its focus on extending event management and SIAM end-to-end service dashboards to incorporate event data and data lakes 

of ITSM. Unisys has increased its focus on predictive analytics for SIAM to help identify trends and anomalies that will enable early detection of service 

degradation and predict risks to service level agreements and incident trends that could impact the future.



65

Industry coverage

Darker color indicates higher industry coverage through digital services

Wipro: RadarView profile

30%–40%

Uses SIAM 2.0 for 

providing end-to-end 

MSI services. Leverages 

partners’ solutions to 

reduce go-to-market 

time.

Practice overview Client case studies

• Transformed Vestas’ single supplier outsourced accountability to a multisource ecosystem. 

This enabled integration of vendors with the client’s process, integration of sourced services, 

and enhancement of governance and compliance.  

• Established standardized processes across services for AstraZeneca to reduce the cost to 

serve customers. The vendors were benchmarked to CMMI and ITIL V3. This transition reduced 

the recurring incidents by around 56% and high severity incidents by about 17%.

• Created a road map through a top-down approach with governance at different levels for 

FrieslandCampina. This enabled improvement of maturity rating levels across the process by 

at least 0.5 and improved the service catalog.

• Designed a collaborative ecosystem for JLB to overcome the limitations of legacy systems in 

establishing the next-generation capabilities. The engagement was changed from SLA to 

XLA. The new ecosystem improved productivity by approximately 15%.

• Practice size: 2,500+

• Active clients: 45+

• Certified/trained resources: 

500+ ServiceNow

• Delivery highlights: Center of 

Excellence for ServiceNow

Sample clientsKey partnershipsKey IP and assets

• Process automation assessment 
kit: An accelerator for 
identifying areas across 
information technology 
infrastructure library (ITIL) 
process for automation

• User experience monitoring: An 
accelerator for monitoring user 
experience and predicting how 
it is impacting technology

• Service catalog design 
framework: Used to discover 
and build a service catalog 
through its centralized IT service 
portfolio and services list

• ABB

• ADM Montreal Airport

• AstraZeneca

• EON

• FrieslandCampina

• JLB

• Mitie

• Royal DSM

• RSA

• SHIRE

• Takeda

• Vestas

>20%

Solution providers
Aerospace & defense

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

MSI services 
active client 
growth, 2021 

MSI services 
revenue YOY 
growth, 2021 

Practice maturity

Partner ecosystem

Investments and innovation
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Analyst insights

• Wipro provides end-to-end MSI services, from strategy and consulting to implementation and managed services. The strategy and consulting services 

include evaluating supplier ecosystems across operating model, governance, process, tools and technology, interactions, and metrics using the SIAM 

assessment framework and toolkit.

• Its SIAM 2.0 model or framework is aligned with the ITIL®V3/ITIL®4 practices. It integrates services across different IT towers, enables standardization 

across multivendor environment, and assesses and achieves end-to-end service-level agreements. Its dashboard uses business analytics to help identify 

key performance indicators across its service management processes. The digital command center offering enables enterprises to design and run 

infrastructure and applications for monitoring IT processes.

• It has developed multiple tools, frameworks, and accelerators to provide MSI services. Its catalog design framework is used to build a centralized list of 

services for customer use, including development, deployment, and retirement services from the IT service portfolio.

Practice maturity

Partner ecosystem

Investments and innovation

Wipro: RadarView profile

• Wipro collaborates with Evolven for leveraging its solutions for helping organizations reduce incidents, improve IT performance using change analytics, 

and reduce go-to-market time. 

• It has built a strategic partnership with BMC to leverage BMC Cloud Lifecycle Management in its ServiceNXT™ Cloud Operations Center to deliver 

cloud services across private, public, and hybrid environments. It leverages BMC’s TrueSight Orchestration to create a centralized automation platform 

for the banking industry that orchestrates end-to-end processes across the complete ITSM environment. Its BMC CoE is used for beta testing and 

development of accelerators that help reduce the time to market the solutions.

• Wipro is currently shifting its focus towards SIAM 3.0 framework. The framework will include new offerings across cloud service management and 

business SIAM, including HR and supply chain business towers. The intent behind the offering is to deliver greater supplier management synergy. It will 

increase its investment in SIAM for Digital, SIAM for Business, and SIAM for Cloud to provide combined SIAM services to IT and non-IT business functions.

• It launched the Wipro-Google Cloud Innovation Arena in India in September 2021 to use Wipro FullStride Cloud Services and Google Cloud capabilities 

for codeveloping solutions and enabling integration of different teams and businesses processes with platforms.
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Disclaimer

Avasant does not endorse any provider, product or service depicted in its research 

publications, including RadarView, and does not advise users to select only those providers 
recognized in these publications. Avasant’s research publications are based on information 

from the best available sources and Avasant’s opinion at the time of publication, and their 

contents should not be construed as statements of fact. Avasant disclaims all warranties, 

expressed or implied, with respect to this research, including any warranties of 

merchantability or fitness for a particular purpose.
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