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Customer Description
It is a market-leading global information services and publishing company with primary 
focus on information, software, and services to legal, tax, finance, and healthcare 
professionals. Combines deep domain knowledge with specialized technology for 
professional decision making by providing vital insights, intelligent tools, and the 
guidance of subject-matter experts.

Business need
•	 Business Agility 

•	 Operational Excellence

•	 Consolidation & Standardization 

•	 Cost Optimization

Solution Provided 
•	 Discover, Consult and Set up of Global Shared Services organization

•	 33 Harmonized process across 15+ Business Units and single HCL operations

•	 450 + SMEs & consultants spanning North America, Europe and Asia Pacific

•	 MaSCoT™ led service delivery approach with Learn ASM

•	 Supports a total of 24 business units  (key processes are Order to Cash, Procure to Pay, 
Hire to Retire, Finance and Accounting, Sales and Distribution)

Business Challenges
1. 16+ IT locations, 80% of common backend business processes

2. Diverse platforms, fragmented and monolithic IT service delivery and legacy platforms

3. High cost of application maintenance and management

4. Vendors diversity and high cost of governance

Transforming Business 
Page by Page 

Application  
Support and  
Maintenance



Hello there! I am an Ideapreneur. I believe that sustainable business outcomes are driven by relationships nurtured through 
values like trust, transparency and flexibility. I respect the contract, but believe in going beyond through collaboration, 
applied innovation and new generation partnership models that put your interest above everything else. Right now 110,000 
Ideapreneurs are in a Relationship Beyond the Contract™ with 500 customers in 31 countries. How can I help you?

HCL ENABLED BACK-OFFICE APPS SHARED SERVICES

Lack of form SLAs

Diverse or non-existent processes

Non-uniform tools landscape

Clearly defined SLAS for each service

Standard processes across BUs

Standard tooling architecture
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Benefits
•	 Process standardization and harmonization of 16+ process clusters including Problem, 

Change, Incident Management and Governance

•	 30% Productivity improvement over deal term (committed), SLA improvement of 5% for 
Y2, Response/ Resolution time reduction by 7%

•	 Business Aligned IT – collaborative efforts between the two organizations architecture 
groups led to fuelled growth

•	 Reduced applications management and development costs by leveraging increased 
offshoring and Centers of Excellence, and clearly defined SLAs

•	 Reduced total cost of ownership and increased agility through transformational changes 
– platform consolidation, portfolio optimization, business process study and re-design

•	 Reengineered content supply chains to support next-generation digital publishing


