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Contact Information 

For further information and discussions, please contact 

Name Peter Gill  

Designation AVP and Head of UK Public Sector Sales 

Address Infosys Limited 

Phone +44 7391393866 

 

Email 

peter.gill@infosys.com 

 

Confidential Information 

This proposal is confidential to Infosys Limited ("Infosys") and Crown Commercial Services (“CCS”). 

This document contains information and data that Infosys considers confidential and proprietary 

(“Confidential Information”). 

Confidential Information includes, but is not limited to, the following: 

• Corporate, employee and infrastructure information about Infosys 

• Infosys’ project management and quality processes 

• Customer and project experiences provided to illustrate Infosys capability 

Any disclosure of Confidential Information to or use of it by a third party (i.e., a party other than CCS), 

will be damaging to Infosys. Ownership of all Confidential Information, no matter in what media it 

resides, remains with Infosys. 

Confidential Information in this document shall not be disclosed outside the buyer’s proposal 

evaluators and shall not be duplicated, used, or disclosed – in whole or in part – for any purpose other 

than to evaluate this proposal without specific written permission of an authorised representative of 

Infosys. 
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1. Introduction 

Infosys is one of the leaders in the DPA space. Infosys’ Digital Process Automation (DPA) combines 

the power of BPM, RPA, and AI to transform the business value chain. Our suite of software and 

services, together with our rich partner ecosystem helps companies to drive greater business 

efficiency and deliver on world class customer service.  

 

Infosys partnered with Pega about a decade ago and in the years since has added elements 

which make us an industry leader for Digital Process Automation (DPA) offerings. Infosys recently 

received Pega Partner Award for Excellence in Growth and Deliver. This award highlights our 

highest commitment and demonstrates capabilities in Pega implementation for our esteemed clients. 

Infosys Pega practice is the largest and fastest growing DPA group in Infosys.  

Infosys has more than over 2400 Pega consultants (1760 Pega Certified) worldwide working with 

various customers in their Business Process Management and automation journey. We have over 

75 active clients and we work with some of the large fortune 100 clients. Below are some Key 

features of Infosys Pega practice briefly: 

 • Highest Pega Practice Growth in the Industry in recent times 

 • Largest PEG Robotics (Openspan) Partnering APAC  

 • Leader in industry solutions and Innovation: 

   - Digital Government, Public sector solutions  

   - Digital Process Automation, AI solutions 

   - B2B Customer service for MFG/Hi-tech Companies 

   - Quality Management for Life Sciences - Client On boarding, Dispute Management  

   - Infosys Pega Devops Framework (Pega-IDP)  
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• Platinum PEGA Partner Highest level of PEGA Alliance partnership  

• Largest PEGA Customer Service implementation in the world  

• Infosys awarded for Excellence in Growth and Delivery in 2021 by PEGA 

• Infosys has been recognised in Client Innovation for streamlined cancellation processing at a 

global online travel company, leading to 33% more productivity for agents in 2021 by PEGA 

• First Ever PEGA Cloud Implementation in the world  

• First Ever Telecom B2C order management implementation in the world  

• First Ever SI to do legacy modernisation for BPO Digitisation using PEGA 

• Won award for Practice development partner of the year at PW 2019/ 2018 

• Over 10 Tools, IPs, and Accelerators for PEGA Delivery Standardisation and Excellence  
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2. Our Service Offerings 

2.1 Infosys Digital Process Automation Practice: 

Infosys has a very strong DPA practice with strong alliances with all the major providers which 

include Pega, Process Mining and Modelling and Robotics Process Automation. 

Low Code No Code practice includes Appian, Camunda, Bizagi, Unqork, and Agile Point. 

Infosys DPA Economy helps our customers Accelerate their Digital Transformation Journey by 

Enabling Experiences, By Digitising the Operations, By Digitising the Core  
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Infosys has built a DPA Framework called Amplify which helps customers to build highly efficient 

and automated Digital Operations and thus enable Superior Experience. 

 

Infosys uses the concept of Dynamic Pentagon to help clients navigate their Digital Journey. Infosys 

DPA can leverage new age technologies to provide new Experiences, Insights Innovations to 

Clients, Accelerating the processes using AI, Automation while Assuring security and regulatory 

compliance. 
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Infosys leverages DPA Reference Architecture to provide clients with low code, automated Digital 

solutions with a quick time to market. 

 

 

 

Infosys provides end to end services in the journey of Automation adoption, from Advisory to 

implementations to Post implementation services and support. 
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Infosys follows Agile Delivery Model for developing Digital solutions for clients using Onsite 

Offshore Model. Infosys has focused on Agile delivery methodology for years and have perfected 

our methodology for delivering quality outcomes to our clients. 

 

 

Infosys has been marked as a Leader in the Forrester Wave Application Modernisation and 

Migration Services, Q3 2021 
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2.2 Robotic Process Automation 

Robotics Process Automation: Infosys has extensive experience of RPA implementation and 

support. We have automated over 50,000 processes with over 24,000 Micro Bots in production 

enabling over 80 million transactions every month, spread across over 50 countries helping clients 

save more than $10 billion.  

• Reusable artifacts and prebuilt components that Infosys has developed enables faster time to 

market.  

• A mature training academy and learning culture ensures our resources stay on top of the game. • 

Service offerings with flexibility to engage at a level, location that best suits client maturity and 

preference.  

• Over 40 years of IT industry experience in handling maintenance, support, and development of 

projects. We have experience in several different RPA/Intelligent Automation tools like Blueprism, 

Automation Anywhere, UiPath, Work Fusion, to name a few. Our solution seamlessly leverages the 

Microsoft Power Platform, Azure integration, and Power BI Azure data reporting for a 

comprehensive network plan, design, and job management solution fueled by workflow automation. 

 

Infosys Partnerships in AI and Automation:  

One of the key areas we are focusing upon is investing in an ever-evolving partner ecosystem. A 

strategic focus in this direction is developing solutions jointly, partner with them through large, 

customer-facing events to gain better insights into their products and roadmap as well as meet 

prospects and customers to understand their experiences and strengthen the relationship. 
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Intelligent Automation Approach 

 

Infosys AI Practice 

Our vision for AI is to bring the power of artificial intelligence to build a deeply cognitive and 

automated foundation for the enterprise that also serves up vital insights to prioritize execution of 

change. To execute this vision our strategy is to use artificial intelligence and data analytics to help 

enterprises to run their businesses better and improve user experience. We have over 750 data 

scientists and ML engineers globally and have successfully implemented and executed over 80 

engagements in the Machine learning area. We also have more than 30 partnerships comprising of 

platform providers, solutions, and academic institutions. AI COE model offers menu of services/ 

capabilities ranging from AI governance, AI operating model, AI strategy, technology evaluation and 

cost efficient ‘Single Point of Service (SPOS)’. We helped many leading clients build AI/ML platform 

with the state-of-the-art MLOPs tools and solutions to design, build, train, test, validate, monitor, and 

manage ML models. 
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Key solution offerings and accelerators 

 

2.3 Key Infosys solutions: 

• Supply Chain Collaboration and Communication Solution – A COVID-19 Response Solution 

Built by Infosys, Powered by Pega: Infosys built a powerful solution utilising by Pega’s Hyper 

automation platform to give comprehensive case management features, SLA management, Email 

bots to consume inbound emails for automatic case updates, audit trails and complete visibility into 

communications and order status enabling tighter collaborative supply chains. 

• Digital Government Platform: Digital Government Platform is an Infosys solution to delight 

citizens by improving self-service, reducing service delivery time using the power of Pega platform, 

robotic automation, and AI capabilities to amplify Citizen Potential (CzP) and Citizen Experience 

(CzX) 

• Conversational UX for Customer Service: Framework to transform an existing BPM customer 

service layer to provide intuitive conversational UX 

• Robotics based Zero Code Integration framework: Framework to provide quick and agile 

integrations without disrupting your existing legacy systems 

• Digital Insurer: Helps insurers make better decisions, automate processes, and deepen 

connections with customers and employees. Leverages Pega Decision Hub, RPA, Text Analytics 

and NLP  

• Green Digital Bank Solution: Personalised customer experience using Omni channel. Amplify the 

power of Pega platform for OCR, RPA, Chat-bot, and AI capabilities to wow the customer. Enhanced 

customer’s happiness index collaborating Digital ecosystem. 

 • Meter-To-Cash Automation for Utilities: Enables utilities to leverage their existing technology 

assets and investments to provide a differentiated customer experience with Channel-less 

interactions, Case Management, Robotics, AI/ML wrapping existing systems 
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2.4 Key Infosys Tools, Frameworks and Accelerators: 

• Live-Dev Assist: Lightweight Automated Code Review framework which configurable in terms on 

various guided warnings, which will help Developers to fix them during development time, thus by 

reducing cost of quality  

• Infosys Pega DevOps Framework (Pega-IDP): Pega Development Lifecycle Management Suite - 

Web-based platform that can be leveraged by Pega projects to schedule automated builds, conduct 

code reviews and testing, and automate software deployments quickly, reliably, and repeatedly.  

• CREDIT: Code Review Exception Diagnostic& Insight Tool used to help evaluate the quality of 

application build by performing a thorough analysis from Build health and Platform health 

perspective 

 • Infosys Test Automation Framework: Infosys developed Test automation frameworks to 

automate testing of all systems. Helps to do progressive automation, helps reduce initial investment 

– especially framework creation and scripting effort, over 40% reduction in automation scripting 

effort, ensures faster time-to-market by up to 30%. Supports Selenium, HP UFT, IBM RFT 

 • Pega Robotics Integration frameworks: Developed by Infosys on Pega & Pega Robotics, this is 

an Integration Framework using next generation tools for usage of RPA as Service 

2.5 Infosys Pega competency Training, Enablement: 

• Pega Academy: We have the largest Corporate University in Mysore, where we can train 14,000 

resources at one go, and we have a dedicated “Pega Academy” to train resources on Pega. This 

academy helps us maintain a steady inflow of CSA and CSSA and we impart this training to all 

graduate engineers. 

• UAP: We are one of the pioneers in the prestigious Pega UAP programme. As a part of this 

programme, we get access to graduate engineers from colleges who already have been trained in 

Pega during their final semesters. These resources are then enabled to get certification in Pega. 

• In House Certification: We are the first SI globally to have an In-house certification drive by Pega. 

We had certified over 65 resources across various certification level during last quarter. This was 

introduced during the Pega Day@ Infosys, which was accredited by Pega as the BEST Pega Day 

across all SI’s. 

• Cross Skilling: We are over 200,000 strong company and we always run internal initiative to cross 

skill resources from other technical verticals. 

• Localisation Strategy in Europe: We will be building key capabilities in UK, Germany, Poland, 

Romania, and Netherlands, setting up centres drive startups, entrepreneurial culture. We are also 

developing digital design centres at Berlin, Amsterdam, London, Helsinki, and Stockholm in the 

current year.  

• Local Hiring: We have been aggressively hiring in local markets across the globe. We have 

access to the best tech and B schools across US and Europe, and we recruit from these schools 

who in turn would be enabled on Pega. We plan to hire over 4500 local hires in next three years, 

including over 1400 campus graduates with over 300 campus graduates in FY22 which will be the 

cornerstone of our localisation strategy. 
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2.6 Snapshot of Infosys Pega practice, Process Modelling, Mining and Low 
Code No code: 

Pega practice at Infosys is a fast-growing practice within our Digital Process Automation group; with 

industry experienced Pega professionals, the practice is on a thought leadership path. Our thought 

leadership in Pega as a technology is evident from the accelerators that has been built by the 

competency and frameworks devised to accelerate go-to-market timelines for our customers. 

Infosys has partnered with Pega in offering multiple solutions in the BPM and Digital Process 

Automation space. Pega and Infosys together are delivering digital transformation to clients with a 

variety of Pega solutions for Business process transformation, legacy modernisation.  
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Infosys has Largest Pega Automation Practice Globally serving multiple clients across the globe 

using various Robotics technologies. 
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View of Infosys Pega practice growth over the last few years: 

 

 

Our resource count across the globe is below: 

 

Pega Robotics Capabilities: 
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• Infosys Pega Robotics Tool Kit: Provides for a Refined Execution Model for RPA Adoption and 

Implementation, Well Defined Estimation Model, Templates, Checklists and Best Practices for Pega 

Robotics Implementation, well defined process selection methodology, Pega Robotics Code Review 

Tool 

• Infosys delivery methodology: Deliver RPA implementation following Agile methodology in multi-

phase approach. Use Pod team structure to deliver quick wins using multiple sprints and providing 

support and guidance to provide optimum benefits and guidance towards cognitive automation. 

• Pega Robotics COE: Defines Enterprise RPA CoE Governance Framework, RPA Vision & 

Charter, RPA Success Metrics, Operating Model for Customers. 
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Celonis 

 
Infosys has invested heavily to build process and task mining capability within a very short duration 
which includes all forms of services around process discovery and analysis, starting from CoE 
Setup, process mining, task mining, process modelling, identifying improvement opportunities and 
monitoring the enhancements for continuous improvement initiatives to unearth hidden business 
values for our client. 
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Process Modelling 
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RPA Apps 
 
UiPath 
 

 
 
Odoo 
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Low Code No Code credentials 

 

 

Appian 
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Camunda 
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Unqork 

 

Bizagi  
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Agile Point 

 

Service Now App engine studio (AES)  

App Engine Studio (AES) is the ServiceNow low-code visual development environment. It's 

designed to help you fuel innovation and drive business growth by putting the power of the Now 

Platform into the hands of low-code developers. They review new app ideas, manage app 

development and deployment, and manage collaborators, usually in the App Engine Management 

Centre. 
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2.7 DPA Pega Centre of Excellence 

Infosys has developed a DPA COE framework which comprehensively covers the core strategic 

focus areas for Clients. Using this CoE, Infosys can develop strategies, tools, accelerators which 

can help clients plan their Digital journey as well as a faster time to market. 

 

 

Infosys leverages Pega CoE to ensure quality solution delivery to clients. 

 

2.8 Pega upgrade Centre of Excellence 

Infosys leverages Pega Upgrade CoE to provide best upgrade solutions to clients when upgrading 

versions in Pega. Pega launches new version, updates regularly and clients need to keep their 

version of infrastructure up to date to utilise the latest features, security updates and bug fixes. 

There can be multiple issues which you can encounter during version upgrades and Infosys can 

help clients make the upgrade experience to be seamless. 
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2.9 Strategic Alliances 

Infosys has strategic partnerships to help us deliver value to our clients. Infosys chooses to work 

with alliance partners with best-in-class technologies in specific industries to develop business 

solutions for its clients. Our focus will be to continue to develop and deliver industry and technology 

leading solutions working with our alliance partners to deliver business value to clients. 

Watch Infosys' SP Singh describes how Pega and Infosys are delivering digital transformation to its 

clients.  

https://www.pega.com/insights/resources/importance-infosys/pega-partnership-clients 

 

Infosys Pega Partnership highlights: 

• Named as a leader in Forrester Wave™ Application Modernisation and Migration Services, Q3 

2021 

 • Named as a leader in Forrester Wave™ Digital Process Automation Providers Q3 2020  

• Highest Pega Practice Growth in the Industry in recent times  

• Largest PEGA Robotics (Openspan) Partner in APAC  

• Largest contingent @ PEGA Day in India  

• Highest Level of Partnership: Strategic Consulting Partner 

• Leader in industry solutions and Innovation:  

o Digital Government, Public Sector solutions  

o B2B Customer service for MFG/Hi-tech  

o Companies  

o Quality Management for Life Sciences 

o Correspondence Management 

o Client On boarding, Dispute Management,  

https://www.pega.com/insights/resources/importance-infosys/pega-partnership-clients
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o CI/CD solution 

We possess a lot of firsts to our credit in our partnership journey with PEGA.  

• First Ever BPM on Cloud Implementation in the world  

• First Ever Telecom B2C order management implementation in the world  

• First Ever Pega Survey Implementation in the world  

• First SI to carve BPM practice as part of Digital Offerings  

• First Ever SI to implement BPM in house  

• First ever Pega Experience centre in any SI Campus 

Key Benefits of our partnership 

 • Access to Pega Service LSA: During any Programme execution we work collaboratively with Pega 

Systems and have Pega System LSA’s involved in design reviews of our projects.  

• Access to latest version: Being partners we have early access to the new releases and our Pega 

COE works closely with Pega systems to evaluate new releases and make recommendation to our 

clients.  

• Alliances: Our Alliances help us to expedite the resolution of any Pega product issue. 

 



G Cloud 15 - Service Definition Document Crown Commercial Service 

 
Page 28 of 31 

3. Key Success Stories: Credentials 

Infosys is one of the few chosen consulting partners of Pega and has a rich repository of Pega 

solutions, tools, and accelerators. Infosys and Pega have collaboratively planned solutions to 

maximise value for our customers and build competencies to grow the DPA ecosystem. Infosys has 

invested in a dedicated Pega Centre of Excellence (CoE) which focuses primarily on innovation, 

technology evaluations, prototyping, and industry solutions. 

Leveraging our partnership with Pega, Infosys has built solution offerings across industries: 

 

 

Celonis and other Process Mining Engagements 
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Fluid DPA engagements 

 

  



G Cloud 15 - Service Definition Document Crown Commercial Service 

 
Page 30 of 31 

Low code Node Code Case studies 

Appian Engagements 

 

Camunda Engagements  
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Unqork Engagements 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


